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Abstract  
 
 
This thesis examines police officers’ attitudes toward neighbourhood policing and the 
customer-focused ethos it embodies. The support of police officers is essential to the effective 
delivery of neighbourhood policing. Whilst much has been written about the low status afforded 
to this style of policing within the occupational culture, more empirical evidence is needed to 
understand the ‘drivers’ of officers’ attitudes and how police managers might encourage 
support for such strategies. The research is informed by the voices, experiences and 
perspectives of officers serving in the Metropolitan Police Service (MPS). Using a mixed 
methods approach drawing on survey and interview data, the study assesses the cultural, 
organisational and wider contextual determinants of officers’ alignment to neighbourhood 
policing. In so doing, this study makes an important contribution to the existing literature, 
extending our knowledge about the barriers and conduits to the implementation of 
neighbourhood policing and the factors shaping the variations in officers’ cultural attitudes. 
Findings suggest that most MPS officers consider neighbourhood policing to be ‘real’ 
policing.  Positive attitudes are strongly linked to officers’ organisational justice perceptions, 
attitudes toward serving the public and openness to their involvement. Senior ranking officers, 
women and those deployed in neighbourhood roles are highly supportive. Nevertheless, the 
results also expose that neighbourhood policing is often considered an inferior form of police 
work relative to other ‘specialisms’ and that rank-and-file officers do not always embrace the 
language of customer focus. It is argued that several organisational and contextual factors are 
undermining the positive sentiments most officers’ hold toward neighbourhood policing.  This 
includes systems of performance measurement; specialisation opportunities; the composition 
of neighbourhood teams; training provision; role ambiguity; a perceived de-prioritisation of the 
neighbourhood function and declining organisational justice perceptions in the context of 
austerity. Ultimately, this has implications for officers’ commitment to their role and service 
provision.   
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‘…no reform can hope to succeed that does not enlist the support of the ordinary constables 
who conduct the reality of policing we experience’.  
          Fielding, 1988: 205  
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Chapter 1. Introduction 
1.1      Introduction    
This thesis empirically examines police officers’ attitudes toward neighbourhood 
policing, which is a form of community policing currently operating in England and Wales 
(Bullock, 2014; Cosgrove and Ramshaw, 2015; Fielding, 2009; Rogers, 2017; Savage, 
2007a). Neighbourhood policing has three defining features. These features can be 
summarised as:  
• ‘Police officers, staff and volunteers accessible to, responsible for and accountable to 
communities 
• Community engagement that builds trust and develops a sophisticated understanding 
of community needs 
• Collaborative problem-solving with communities supported by integrated working with 
private, public and voluntary sectors’ (College of Policing, 2018:3).  
Aiming to connect the police and local communities, ensure that they are accessible and 
working collaboratively with the public to tackle crime and anti-social behaviour (College of 
Policing, 2018; Higgins, 2018; Quinton and Morris, 2008), neighbourhood policing is firmly 
aligned to the traditional notion of ‘policing by consent’ (Independent Police Commission, 
2013; Rogers, 2017), ‘the idea that the police can only function because of the support given 
to it by the public’ (Myhill and Quinton, 2011:4).  
Community policing models, like neighbourhood policing, represent a departure from 
the ‘professional’ model of policing which developed in the 1960s and 1970s. The professional 
model emphasised random patrolling, responding to citizen led calls for service and reactive 
investigation to fight crime, to the detriment of ‘service’ and police-public relations (Bullock, 
2014; Higgins, 2018; Reiner, 2000). As will be further discussed in Chapter 2, community 
policing was developed to offset growing concerns about the detachment of the public from 
the police and concerns about the effectiveness of the professional model in controlling crime 
(Braga, 2015; Bullock, 2014; Higgins, 2018; Reiner, 2000). Pushed along by trends of 
neoliberalism, new managerialism and localism as well as increasing public concerns about 
crime, neighbourhood policing first came into prominence in the mid-2000s (Bullock, 2014; 
Higgins, 2018; Quinton and Morris, 2008; Rogers, 2018). At this time it was ‘universal, centrally 
designed and resource intensive’ (Higgins, 2018: 7) delivered by a ‘national patchwork of 
3,600 local teams’ (Higgins, 2018: 10). Although evidence suggests the delivery of 
neighbourhood policing has become more fragmented in recent years (Higgins, 2018; Rogers, 
2017), it remains a clear example, and enabler of, the provision of police services through a 
‘customer-focused’ approach (see also Bullock, 2014; Her Majesty’s Inspectorate of 
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Constabulary1 (HMIC), 2008; Loftus, 2009; Westmarland, 2016). Much like other public 
services in the UK, the police have been subjected to pressure to be more customer-focused 
in recent years, and as result, ‘discursively represented as deliverers of a professional service 
(rather than a force)’ (Westmarland, 2016).   
However, as will be considered in more detail throughout this chapter and the next, 
although community policing styles have been much advocated by the police service and 
policy makers, they have not been easy to embed in police practice. Much has been written 
about police officers’ cultural resistance to community policing styles, like neighbourhood 
policing, that advocate working collaboratively with citizens (see for example Cosgrove and 
Ramshaw, 2015; Fielding, 1995; McCarthy, 2013; Myhill and Bradford, 2013; Skogan, 2008; 
Waddington, 1999). It is important to understand the cultural attitudes of police officers, given 
that the success of community policing and wider strategic change ultimately hinges on their 
support and commitment (see for example Bennett and Morabito, 2006; Chappell, 2009; 
Demirkol and Nalla, 2017; Fielding, 1988; Lurigio and Skogan, 1994; Skogan, 2008). There 
are also organisational and other external factors that past studies suggest can hamper the 
implementation and success of community policing, including poor quality training, imbalanced 
performance frameworks, unclear mission statements, a lack of resources and the abstraction 
of officers from local policing teams to perform reactive response duties (see for example 
Chappell, 2009; Higgins, 2018; Skogan, 2008).  Evidence also suggests that neighbourhood 
policing resources have been stretched more thinly in recent times under conditions of 
austerity, contributing to the erosion and diversification of the traditional outputs of 
neighbourhood policing (Higgins, 2018; Independent Police Commission, 2013; Rogers, 
2017). Few studies have examined the interplay between the cultural, organisational and wider 
contextual determinants that underpin police officers’ service outlooks (Chappell, 2009; 
Charman, 2017; Paoline, 2003).  This is an important gap in the literature. As Charman 
(2017:5) argues: ‘It is not enough to acknowledge that a culture exists, nor to be able to 
describe its characteristics. It is important to be able to go beyond these descriptions and to 
understand what shapes and influences those cultural attitudes, values and beliefs about the 
nature of the job’. 
Drawing on survey data with a sample of 2,066 police officers and semi-structured 
interviews with seventeen officers serving in the Metropolitan Police Service (MPS), this thesis 
will help contribute toward filling this gap in the existing knowledge base. The principal aim of 
this thesis is to examine how MPS officers have interpreted and experienced policy directives 
to re-present the police as deliverers of a service and the public as customers through the lens 
 
1 Now known as Her Majesty’s Inspectorate of Constabulary and Fire and Rescue Services (HMICFRS). 
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of neighbourhood policing. In so-doing, the study aims to further understanding of the key 
barriers and conduits to neighbourhood policing, to explore some of the variation that is said 
to exist in police officers’ cultural attitudes and to help explain the factors that shape how police 
officers understand and experience their role in contemporary society.  
The quantitative aspect of the thesis finds that most MPS officers consider 
neighbourhood policing to be ‘real’ policing and crucial to the organisation’s effectiveness in 
terms of crime control. However, pockets of resistance certainly remain. Neighbourhood team 
members, women and those in more senior ranks are generally more positive about 
neighbourhood policing and its customer-focused objectives. Positive assessments of 
neighbourhood policing are strongly associated with officers’ organisational justice 
perceptions, attitudes toward serving the public and openness to their involvement. A strong 
law enforcement orientation limits officers’ support for neighbourhood policing as ‘real’ 
policing. The qualitative aspect of the thesis indicates that police officers have idealistic 
motivations at the point they join and as they progress through their careers. However, some 
officers are sceptical about the language of customer service and interpret this through the 
lens of law enforcement and bringing offenders to justice, rather than necessarily through the 
practices associated with neighbourhood policing (e.g. community engagement and 
collaborative problem-solving).  It is also argued that several organisational and contextual 
factors negatively impact the status of neighbourhood policing.  This includes systems of 
performance measurement; specialisation opportunities; the composition of neighbourhood 
teams; training provision; role ambiguity; a perceived de-prioritisation of the neighbourhood 
function and declining organisational justice perceptions in the context of austerity. Making an 
important contribution to the existing literature, the findings illuminate the organisational and 
operational complexity that may undermine the implementation of neighbourhood policing in 
a fast-changing landscape.   
This introductory chapter provides an overview of the context within which community 
policing and neighbourhood policing has been advocated and developed. It also sets out 
definitions of community policing, and how neighbourhood policing relates to other renderings 
of community policing. It also provides an overview of how the neighbourhood policing model 
emerged and was organised as a specific form of community policing in the mid-2000s.  Many 
of these themes are revisited in Chapter 2 where drivers towards community policing are 
situated within broad political and social changes and the emergence of neighbourhood 
policing considered in more detail. This chapter then moves to outline the thesis’ contribution 
to the existing literature, its aims and research questions, before outlining the structure of the 
chapters that follow.  
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1.2 Community policing: context and definitions  
Community oriented policing styles have a long tradition in the UK, underpinned by the 
so-called ‘Peelian’ principles2 and depictions of the police officer as an exemplary ‘citizen in 
uniform’ (see Newburn and Reiner, 2004:3). Indeed, efforts to redefine the police in ‘service’ 
terms since the 1980s have been advocated in the context of the Peelian principles that 
characterised the foundations of British policing.  Grounded in the philosophy of ‘policing by 
consent’, the establishment of the ‘New Police’ under Sir Robert Peel’s 1829 Metropolitan 
Police Act represented a fundamental transformation of the relationship between citizens, 
communities and crime control (Bullock, 2014). The oft-cited notion that ‘the police are the 
public, and the public are the police’ affirms that the co-operation of the public is deemed 
crucial to the success of the police (see also Jackson et al., 2013; Mazerolle et al., 2013). 
Another key feature of these principles was the emphasis on crime prevention, pointing to the 
absence of crime and disorder as the best measure of police success (Independent Police 
Commission, 2013; Reiner, 2010; Rogers, 2017). Neighbourhood policing, now considered to 
be ‘the bedrock of community policing in England and Wales’ (Rogers, 2017: 59), with a focus 
on facilitating greater citizen involvement to control crime, can be broadly understood as a 
product of these ideals. 
The development of community policing in the UK was also heavily influenced by the 
work and vision of former Devon and Cornwall Chief Constable, John Alderson (see 
Mackenzie and Henry, 2009; Reiner, 2000; Savage, 2007a and 2007b; Tilley, 2008). In the 
late 1970s, ‘swimming most definitely against the tide of British policing’ (Savage, 2007b: 211), 
Alderson confronted the die-hard crime fighters (Independent Police Commission, 2013) and 
highlighted ‘the problems of community alienation from the process of policing’ (Myhill, 2006: 
13). For Alderson, the police were ‘ideally placed’ to address growing public concerns about 
crime and ‘for mobilising ‘social co-operation’, not just against crime but towards a wider social 
cohesion which will itself militate against crime’ (cited in Savage, 2007b: 212). Strongly 
opposing narrowly framed law enforcement definitions of policing, as well growing political and 
police calls ‘for tougher tactics’ to deal with the social problems witnessed in  Britain during 
the 1970s (Reiner, 2000: 68), Alderson emphasised the important social role of the police and 
advocated crime prevention,  community consultation and participation,  and proactive policing 
delivered by a dedicated team of community officers (Mackenzie and Henry, 2009; Tilley, 
2008; Savage, 2007a and 2007b). Alderson’s rendering of community policing had a 
 
2 As Rogers (2017: 7) notes, ‘only secondary sources exist for these ideas attributed to Peel; their exact origins remain shrouded 
in mystery’. Many suggest that despite being credited to Peel, it is likely that these principles were developed by the first two 
Commissioners of the Metropolitan Police, Charles Rowan and Sir Richard Mayne (see Victoria Police, 2014). However, others 
also point to limited evidence to support this (see Independent Police Commission, 2013). 
13 
 
significant influence in terms of pushing British policing in the direction of service, providing ‘a 
clear blueprint’ for the neighbourhood policing model that would emerge almost three decades 
later (Savage, 2007b: 213).  
Yet community policing, both as a concept and programme for implementation, has 
long been described as difficult to define (Bullock, 2014; Cosgrove and Ramshaw, 2015; 
Fielding, 1995 and 2009; Myhill, 2006; Oxford, 1984; Skogan and Hartnett, 1997; Tilley, 2008). 
As Oxford (1984: 114) remarked amid increasing calls for community policing in the 1980’s: ‘I 
have yet to find out the definition of ‘community policing’ and what people mean by it’. More 
recently, Fielding (2009:1) argued: ‘everyone agrees it is a good thing, but the consensus 
extends little further. Its scope and objectives are contested, and its role in policing is as 
uncertain as the methods by which it should be achieved’. Today, ‘community policing’ 
continues to be used as a broad-brush term to describe almost any policing approach that is 
problem-oriented, concerned principally with the prevention of crime and with developing 
communication with the public (Bullock, 2014; Fielding, 1995; Higgins, 2018; Waddington, 
1999). 
Despite the definitional uncertainties associated with community policing, it has several 
discernible features and objectives (Bullock, 2014; Fielding, 1995; Rogers, 2017; Skogan and 
Hartnett, 1997; Waddington, 1999). Police scholars and policy officials tend to broadly agree 
that it represents a decentralised philosophy that emphasises problem-solving, citizen 
accountability and responsivity, and the involvement of the citizens in policing to deal with 
crime and disorder (Bullock, 2014; Fielding, 1995; Rogers, 2017; Skogan and Hartnett, 1997; 
Waddington, 1999). To quote Skogan and Hartnett (1997:5):  
‘Community policing relies upon organisational decentralisation and a re-orientation of patrol in 
order to facilitate two-way communication between police and the public. It assumes a 
commitment to broadly focused, problem-oriented policing and requires that police be 
responsive to citizens’ demands when they decide what local problems are and set their 
priorities. It also implies a commitment to helping neighbourhoods solve crime problems on 
their own, through community organisations and crime prevention programs’. 
With the explicit aim of facilitating engagement between the police and citizens and the wider 
prevention of crime and disorder, the practices associated with community policing models 
like neighbourhood policing, therefore stand in marked contrast to the features of the 
‘professional’ models that came into prominence in the 1970s with a focus on narrowly framed 
reactive law enforcement approaches (Bullock, 2014; Fielding, 1995; Reiner, 2010; 
Waddington, 1999).  In fact, and as will be discussed in more detail in the next chapter, moves 
toward community policing gained traction against the backdrop of a crisis of legitimacy and 
questions about the effectiveness of the ‘professional’ model in the mid-late twentieth century 
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(see Bullock, 2014; Higgins, 2018; Reiner, 2000; Savage, 2007a and 2007b). In this sense, 
community policing represents a return to the ‘traditional’ or ‘Peelian’ rendering of policing and 
‘…acknowledges that the police service occupies a position much broader than that of 
enforcing the criminal law in engendering safety and (crucially) perceptions of safety within 
citizens consciousness’ (Bullock, 2014: 108). Community policing has a focus on increasing 
police legitimacy through developing collaborative relationship with citizens based on fairness 
and respect (Myhill and Bradford, 2013; Myhill and Quinton, 2010). And a burgeoning body of 
research shows that doing so is crucial to for the police to gain the compliance, cooperation 
and support of communities (Jackson et al., 2013; Jackson and Bradford, 2010; Mazerrolle et 
al., 2013; Stanko and Bradford, 2009; Tyler, 1990). 
Neighbourhood policing – the latest contemporary form of community policing 
operating in England and Wales – embodies these principles with a focus on reducing crime 
through improved relationships between the police and the public and collaborative problem-
solving (Bullock, 2014; Cosgrove and Ramshaw, 2015; Higgins, 2018; Myhill and Quinton, 
2010; Quinton and Morris, 2008; Rogers, 2017; Turley et al., 2012). It is used as an exemplar 
of service-model policing throughout this thesis. Neighbourhood policing is recognised as a 
primary lever for police forces to enhance citizen participation and involvement in crime 
control, aiming to render the police more responsive and accountable to the communities they 
serve (Higgins, 2018; Lowe and Innes, 2012; Rogers, 2017; Quinton and Morris, 2008; 
Westmarland, 2016). As Cosgrove and Ramshaw (2015:78) point out, despite variations in 
the structure and delivery of neighbourhood policing models as they have been implemented 
in the UK: ‘all are decentralised and designed to help restore public confidence and police 
legitimacy, respond to locally defined problems and reconnect the police with the public’.  
The foundations for neighbourhood policing were initially laid by the National 
Reassurance Policing Programme (NRPP) that was rolled out across eight police forces in 
England between 2003 and 20053. A key strand of the NRPP was its focus on providing 
reassurance to the public through community engagement, requiring officers to be visible, 
accessible and familiar (Quinton and Morris, 2008; Thomas, 2016; Tuffin et al., 2006). The 
evaluation of the NRPP revealed positive trends in public perceptions, helping to convince the 
then Labour government that their vision for police reform and the rhetoric of ‘active 
citizenship’ in the context of policing could be delivered through neighbourhood policing 
(Bullock, 2014; McLaughlin, 2007; Thomas, 2016). This vision was laid out in the 2004 White 
Paper Building Communities, Beating Crime: A Better Police Service for the 21st 
Century (Home Office, 2004), culminating in the establishment of the three year 
 
3 A more detailed discussion on the emergence and evolution of neighbourhood policing follows in Chapter 2. 
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Neighbourhood Policing Programme (NPP) in 2005 which ‘sought to deliver on the 
Government’s commitment for every neighbourhood in England and Wales to have a 
neighbourhood policing team by 2008’ (Quinton and Morris, 2008:1).   
Whilst sharing many similarities with ‘community policing’, policy-makers used the term 
‘neighbourhood’ deliberately to divorce this approach from earlier attempts that had fallen 
victim to implementation challenges, consolidate a diverse range of national and force 
initiatives under one new banner, and, to highlight neighbourhood policing’s discernible 
features (Quinton and Morris, 2008: 2). Despite enduring definitional uncertainty and 
‘ambiguity of purpose’ (Higgins, 2018:67), a clear difference between neighbourhood policing 
and earlier versions of community policing is the emphasis placed on the role of public in 
working with the police and other local agencies to identify priorities and engage them in 
tackling local crime problems (Bullock, 2014; Cosgrove and Ramshaw, 2015; Quinton and 
Morris, 2008). The crime reduction impact of neighbourhood policing was thus highlighted. To 
quote Quinton and Morris (2008:3):  
‘The mechanisms through which community policing and neighbourhood policing were 
expected to bring about change were different. In this early version of community policing, crime 
and disorder reduction was a secondary objective to that of improving community relations with 
the police […] Neighbourhood policing can, therefore, be seen as a reinterpretation of an earlier 
form of community policing albeit one in which community involvement is largely about directing 
the work of local officers towards the crime and disorder problems that cause the most public 
concern, and which is closely tied to the idea of problem-solving’.   
Marking a return to what might be termed the ‘traditional’ values of policing, neighbourhood 
policing therefore accentuates the importance of the police working with citizens, rather than 
simply for them (Bullock, 2014; Tilley, 2008). Aspirations to foster the engagement, 
participation and support of a community of satisfied customers are placed at the heart of the 
police mandate (Bullock, 2014; Cosgrove and Ramshaw, 2015; Loftus, 2009; Reiner, 2010; 
Rogers, 2017; Savage, 2007a; Tilley, 2008).  Reflecting this, Rogers (2017:71) provides a 
simple definition of neighbourhood policing:  
‘It is about dealing with crime and disorder more intelligently and building new relationships 
between the police and the public. This relationship should be one built on cooperation rather 
than mere consent. It relies on local people being part of the solution to local problems of crime 
and disorder.’   
 
Despite some issues with the implementation – including inconsistent engagement 
with ‘hard-to-reach groups’ and difficulties defining the boundaries of neighbourhoods (see 
Rogers, 2017) - Her Majesty’s Inspectorate of Constabulary reported in 2008 that all forces 
had successfully embedded the basic requirements of neighbourhood policing within their 
operating models (HMIC, 2008). Plans to catalyse the scope and structure of neighbourhood 
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policing with a focus on facilitating greater citizen involvement and engagement, followed in 
the form of the Home Office’s 2009 Policing Pledge (HMIC, 2009). Nevertheless, the 
momentum neighbourhood policing was gathering under the then Labour government, came 
to be disrupted by a change in government in 2010 (Higgins and Hales, 2017; Higgins, 2018; 
Rogers, 2017).  
The arrival of the coalition government in 2010 triggered a range of major reforms, 
including the introduction of Police and Crime Commissioners4 (PCCs) and plans to 
significantly reduce policing budgets (Higgins, 2018; Rogers, 2017).  As Rogers (2017:77) 
notes, both would have ‘important implications for the future resourcing and operation of 
neighbourhood policing’. According to Higgins (2018), the introduction of PCCs contributed to 
greater flexibility and diversification in the way local policing has been delivered, with the Home 
Office playing a less prominent role. Police forces in England and Wales have also been 
subject to a sustained period of government spending cuts (see for example Home Affairs 
Select Committee (HASC), 2018; Higgins, 2018; HMIC, 2012 and 2017; Holdaway, 2017; 
Millie, 2013; Millie and Bullock, 2013; Rogers, 2017). The 2010 Comprehensive Spending 
Review (CSR) (HM Treasury) called for a 20 percent cut in police funding, posing a 
momentous challenge to police forces to find efficiency savings whilst at the same time dealing 
with a widening set of tasks and responsibilities (College of Policing, 2015; Millie, 2013). There 
is a growing body of evidence to suggest that within this tough fiscal climate, neighbourhood 
policing has been eroded and become increasingly fragmented in terms of its delivery (HASC, 
2018; Independent Police Commission, 2013; Higgins and Hales, 2017; Higgins, 2018; 
Rogers, 2017). Questions continue to revolve around defining the future and purpose of 
neighbourhood policing in England and Wales, a discussion to which the thesis returns in 
Chapter 2.  
1.3 Thesis aims, research questions and contribution 
As outlined at the beginning of this chapter, the principal aim of this thesis is to examine 
how MPS officers have interpreted and experienced policy directives to re-present the police 
as delivers of a service and the public as customers through the lens of neighbourhood 
policing.  Guided by this aim and seeking to contribute new knowledge in this area of policing 
research, the thesis directly addresses the following five interrelated research questions:  
 
4 PCCs were introduced by the 2011 Police Reform and Social Responsibility Act. As Lister (2013: 239) explains, ‘PCCs now 
occupy the critical seat of influence in holding Chief Constables to account for the performance of the local police force. They not 
only have the authority to hire and, if they deem it to be necessary, fire the Chief Constable, but also determine the force’s budget 
and priorities’. 
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1. With a focus on neighbourhood policing, how have police officers interpreted and 
understood policy directives to render the police as a service and the public as 
customers of that service?    
 
2. To what extent are the cultural attitudes of police officers consistent with the service 
principles of neighbourhood policing? 
 
3. To what degree do officers’ attitudes towards neighbourhood policing and serving the 
public as customers vary according to their demographic characteristics and their role 
circumstances (e.g. rank, area of work and length of service)? 
 
4. What role do organisational and wider contextual factors (e.g. austerity) play in shaping 
officers’ attitudes to neighbourhood policing, and more broadly their understanding of 
and commitment to their role in society?   
 
5. How might police leaders and policy officials encourage greater support from frontline 
police officers to the values and practices associated with neighbourhood policing? 
 
A mixed methods approach was employed to address these questions. First, data was 
drawn from a large-scale survey designed to benchmark the organisations ‘service’ culture 
and police officers’ attitudes toward serving the public (n=2,066). The secondary data analysis 
combined descriptive statistics and structural equation modelling to identify and unpick the 
key factors shaping officers’ attitudes toward neighbourhood policing.  The second phase of 
the analysis involved qualitative semi-structured interviews with seventeen serving police 
officers, each with direct operational experience of working with, or for, a neighbourhood 
policing team. The thesis finds that whilst most officers support neighbourhood policing as 
‘real’ policing, variations exist in attitudes according to their gender, rank and role in the 
organisation. Senior ranking officers, women and those deployed in neighbourhood roles are 
more supportive. It also finds that several organisational and contextual factors equate to 
something approaching an ‘institutional undermining’ of neighbourhood policing, factors that 
serve to aggravate the low status neighbourhood policing has traditionally been afforded and 
weaken officers’ wider commitment to their role.  
This thesis makes a number of contributions to the existing literature. First, despite the 
growing evidence-base to support and promote the theoretical benefits of service models like 
neighbourhood policing (see for example Jackson et al., 2013; Mazerolle et al., 2013) more 
empirical evidence is needed on what police officers think about neighbourhood policing and 
how various cultural, organisational and contextual factors shape their attitudes (see Demirkol 
and Nalla, 2017; Myhill and Bradford, 2013).  By empirically testing the determinants of police 
officers’ attitudes toward neighbourhood policing, this thesis will generate new knowledge 
about the organisational and operational complexity that may undermine the implementation 
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of neighbourhood policing in a fast-changing landscape and from there, ‘how police officers 
might be encouraged to display consistently the types of attitudes and behaviour that might 
foster legitimacy’ (Myhill and Bradford, 2013: 349). Noting that the success of community 
policing requires officers to work collaboratively with the public, Bennett and Morabito 
(2006:235) argue that ‘it is essential that research addresses those factors that inhibit or 
enhance the officers’ willingness and ability to participate’. This includes ‘the situational 
context in which attitudes toward community policing are formed’ (Bennett and Morabito, 2006: 
239). 
Second, and as will be further discussed in Chapter 3, much of the empirical analysis 
on police officers’ cultural attitudes predates the developments that have taken place in the 
policing and wider landscape in recent times (Charman, 2017; Loftus, 2009). Examining MPS 
officers’ attitudes toward neighbourhood policing and how officers interpret and understand 
their role in a fast-changing landscape, will help contribute to knowledge about the extent to 
which traditional sociological accounts of police culture (for review see Charman, 2017; 
Cockcroft, 2013; Loftus, 2009) reflect how officers define and understand their role today. It 
will also help address the shortcomings of some previous sociological research on the cultural 
outlooks of police that has failed to sufficiently account for wider social, economic and political 
change (Cockcroft, 2013). As this chapter has noted, there is growing concern that 
neighbourhood policing is being eroded and that the police service is in danger becoming too 
‘reactive’ in its operations (Higgins and Hales, 2017; Higgins, 2018; HMIC, 2017; Independent 
Police Commission, 2013; O’Neill, 2014).  There is also evidence that changes to police pay 
and conditions imposed by the Winsor Review (Winsor, 2011 and 2012) are having a weighty 
bearing on officers’ day-to-day occupational experience and perceptions of internal fairness 
(Hogget et al., 2014; Wood and Williams, 2016). By exploring the impact these entwined 
cultural, organisational and contextual factors have on officers’ attitudes toward 
neighbourhood policing in the current era, as well as their wider commitment to their role, this 
thesis aims to make an original contribution to current knowledge on policing.  
This thesis also represents one of the first studies to test theories of organisational 
justice in the context of UK policing in a large urban jurisdiction (see Myhill and Bradford, 
2013). In that sense it hopes to contribute toward discussions about the generalisability of 
existing knowledge in this area of research. The concept of organisational justice refers to 
employees’ perceptions of internal fairness, in other words, the extent to which individual 
employees perceive the policies and practices of their employer to be fair (see Colquitt, 2008). 
The thesis returns to a more detailed definition of organisational justice in Chapter 3. For now, 
it is important to note that there is some evidence that organisational justice perceptions have 
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a direct influence on police officers’ attitudes toward serving the public, wider commitment to 
their role and likelihood of engaging in ‘discretionary effort’ (Bradford et al., 2014; Bradford 
and Quinton, 2014; Myhill and Bradford, 2013; Quinton et al., 2015). Organisational justice 
forms a central line of inquiry throughout the thesis. 
1.4  Thesis Overview 
Chapter 2 charts the political, social and economic factors that have shaped the 
emergence and evolution of service-model policing in England and Wales, with a focus on the 
concerns about the legitimacy and effectiveness of the police service that unfolded in the mid-
late twentieth century. It then considers how the trends of neoliberalism, new managerialism 
and localism shaped neighbourhood policing, before discussing the state and potential future 
of neighbourhood policing under conditions of austerity. It therefore provides a necessary 
insight into the complexity of the contemporary policing landscape and how this might affect 
the implementation of, and officer’s appetite for, neighbourhood policing.  
Chapter 3 then explores the extant empirical and theoretical literature on police culture 
(see for example Charman, 2017; Cockcroft, 2013; Fielding, 1994; Holdaway, 1983; Loftus, 
2009; McLaughlin, 2007; Paoline, 2003; Reiner, 2010; Waddington, 1999) and how its key 
dimensions might explain officers’ attitudes toward neighbourhood policing. This includes what 
has been seen as officers’ thirst for action, their internal solidarity and isolation, and strong 
sense of suspicion and cynicism; characteristics that are often said to be working in opposition 
to the values and principles of service-model policing (Charman, 2017; Loftus, 2009; Myhill 
and Bradford, 2013; Reiner, 2010; Skogan, 2008). Providing a solid platform on which to 
empirically examine the multitude of factors shaping police officers’ attitudes, the second part 
of this chapter turns to consider the organisational and contextual determinants of police 
officers’ attitudes toward neighbourhood policing. This includes specialisation opportunities; 
training; performance measurement; organisational justice; role ambiguity and government 
austerity.  
Chapter 4 outlines the thesis’ overall methodological approach.  The chapter highlights 
the strengths of, and considerations for, combining the quantitative and qualitative elements, 
providing justification for the mixed methods design employed to address the thesis’ central 
research questions. It also draws attention to the importance of integration to the exercise of 
mixing methods (Fielding, 2012), before providing some brief reflections on my experience 
carrying out this study.   
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Chapter 5 draws on survey data to examine the determinants of police officers’ 
attitudes toward neighbourhood policing. The descriptive results suggest that most MPS 
officers consider neighbourhood policing to be ‘real’ policing, but also point to variations in 
attitudes according to their demographic characteristics and role circumstances. Structural 
equation models were then estimated to simultaneously test a series of key hypotheses and 
in-turn identify the key cultural and organisational factors that influence officers’ attitudes 
toward neighbourhood policing. Positive attitudes were strongly linked to officers’ 
organisational justice perceptions, attitudes toward serving the public and openness to public 
involvement in policing. The stronger officers’ law enforcement orientation, the less likely they 
were to afford neighbourhood policing the status of ‘real’ policing.  
Extending the breadth and depth of the quantitative inquiry, Chapters 6 and 7 draw 
directly on the data obtained from the semi-structured interviews with seventeen serving MPS 
officers. Officers’ accounts helped to explain and contextualise the quantitative results, 
providing a more complete picture of the factors that influence their attitudes toward 
neighbourhood policing and wider commitment to their role. Chapter 6 establishes that, on the 
face of it, MPS officers’ idealistic motivations to join and remain in the police provide what 
seem to be the necessary foundations for neighbourhood policing to be a success. However, 
it also finds some resistance to the language of customer service among rank-and-file officers, 
and evidence that some officers interpret policy directives to render the police as a service 
and the public as customers of that service through law enforcement, rather than through the 
mechanisms of neighbourhood policing. Chapter 7 then sheds light on several key 
organisational and contextual hurdles that officers’ report difficulty navigating when conducting 
neighbourhood policing. These include systems of performance measurement; specialisation 
opportunities; the composition of neighbourhood teams; gaps in training and development; 
role ambiguity; the perceived de-prioritisation of the neighbourhood function and declining 
perceptions of organisational justice in the context of austerity and reform. The analysis 
indicates that these factors can disrupt the generally positive sentiments otherwise held toward 
neighbourhood policing, as well as officers’ wider commitment to their role.   
The main empirical findings from each chapter and the key implications for policy and 
research are drawn together in Chapter 8. Directly addressing the thesis’ research questions, 
it is argued that MPS officers are mostly positive about neighbourhood policing and see it as 
a core component of contemporary policing. Nevertheless, the findings also reveal pockets of 
resistance and variation in officers’ attitudes toward this approach, with evidence to 
demonstrate that neighbourhood policing is still considered a relatively inferior form of police 
work in some parts of the organisation. The discussion argues that the organisational and 
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contextual factors at play equate to something approaching an ‘institutional undermining’ of 
neighbourhood policing. It also notes the consequences of austerity on officers perceived 
organisational justice, commitment, and willingness to engage in discretionary effort, and 
subsequently the quality of service that the organisation can provide to its customers. The key 
policy and research implications that result from the findings are also considered throughout.   
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Chapter 2. The evolution, emergence and erosion of 
neighbourhood policing in England and Wales 
2.1   Introduction 
This chapter will consider the political, social and economic factors that have shaped 
the evolution of service-model policing in England and Wales over time. And more recently 
and more specifically the development and reported erosion and diversification of 
neighbourhood policing (Higgins, 2018; Rogers, 2017). It is important to understand that these 
factors cannot easily be separated from one another, as Savage (2007b: 213) warns, 
‘neighbourhood policing has very much a ‘mixed parentage’ and came about through a 
complicated and incremental process of development’. In reviewing the ‘drivers’ of 
neighbourhood policing and the factors that have ‘fragmented the national narrative’ (Higgins, 
2018:2) of this strategy in recent years, this chapter will allow for a deeper understanding of 
the conditions which shape the development of policing and indeed how officers themselves 
interpret and experience service directives.  
The chapter is divided into two sections. First it explores the early drivers of service-
model policing in England and Wales. It focuses on questions of legitimacy and effectiveness 
of the police service that dominated the policing landscape throughout the course of the mid-
late twentieth century. In so doing, it considers why certain trends in policing served to ‘sever’ 
the ties between the police and the public which service models have sought to re-establish. 
It also considers how concerns about the effectiveness of the ‘professional’ crime-fighting 
model of policing led to an emphasis on service models, the epitome of which was community 
policing. Second, the chapter will review specifically how and why the neighbourhood policing 
model as we broadly understand it today emerged in the mid-2000’s, before moving to discuss 
the current health and changing delivery of neighbourhood policing in the context of austerity 
and government reform.   
2.2      The ‘drivers’ of service-model policing in England and Wales 
This section first considers the so-called ‘Golden Age’ for policing.  The rhetoric of the 
Golden Age, said to be characterised by harmonious police-public relations (McLaughlin, 
2007), continues to shape understanding and expectations of and for policing today, 
particularly neighbourhood policing given its focus on the police working collaboratively with 
the public (College of Policing, 2018; Quinton and Morris, 2008).  It then turns to review how 
the detachment of the police from the community in the mid-late twentieth century led to 
concerns about the legitimacy of the police and increased calls for service-model policing. It 
will then consider how community policing emerged as a response to calls to improve the 
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effectiveness of policing in light of evidence about the weaknesses of a ‘professional’ model 
that emphasised reactive ‘blue light’ policing and led to further detachment of the police from 
the public (Braga, 2015; Bullock, 2014; Reiner, 2000; Savage, 2007a). The final part of this 
section turns attention to the trends of neoliberalism, new managerialism and localism that 
ultimately helped to expedite the emergence of the neighbourhood policing model that 
emerged in the mid-2000s.  
2.2.1 A ‘Golden Age’ of policing (1945-present) 
Reform movements and political and popular calls for community policing styles since 
the latter part of the twentieth century can be understood as a nostalgic yearning to return the 
policing styles that characterised the so-called ‘Golden Age’ of policing in the years following 
the Second World War (Bullock, 2014; Emsley, 2009; Reiner, 2000).  At this time, harmonious 
police-public relations were said to have flourished, epitomised by the iconic ‘bobby-on-the 
beat’ (Emsley, 2009). The beat bobby – depicted by PC George Dixon in the 1955-1976 BBC 
television series Dixon of Dock Green - symbolises a friendly, approachable uniformed 
constable who is familiar with and respected by residents (McLaughlin, 2007).   Traditional 
imaginations of British policing from this era continue to raise important questions about both 
the role citizens expect the police to perform, and how they expect officers to act, behave and 
exercise their discretion to fulfil their ‘core mission’ in society (Charman, 2017; Cockcroft, 
2015; McLaughlin, 2007; Myhill and Quinton, 2011). As McLaughlin (2007:1) describes, 
‘Today, the police constable, or ‘bobby-on-the-beat’, can be found in virtually every tourist gift 
shop in London in a bewildering number of formats: postcards, key rings, puppets, dolls, teddy 
bears, coffee mugs, T-shirts all carry this instantly recognisable image of the English police’.  
The ‘Golden Age’ for policing can itself be understood as a product of improved social 
and economic conditions in the 1950’s, including better employment opportunities and social 
security, improved access to healthcare (following the creation of the National Health Service 
in 1946) and wider political and social stability (Quinault, 2001). It would, however, be naïve 
to assume that British policing and the relationship between the police and the public was 
entirely harmonious during this time. Commentators have warned against exaggerating the 
success of Britain’s post-war Welfare State: expenditure on healthcare and social security was 
still much lower than other European countries, and conservative attitudes toward sex and 
marriage, the stigma of single motherhood and rise of backstreet abortions were just some of 
the social issues that lingered (for review see Quinault, 2001). Police scholars have also 
criticised the use of the ‘Golden Age’ terminology for too readily dismissing some of the 
challenges facing policing during the 1950’s and 1960’s, such as internal corruption (Williams, 
2011). The myth of the Golden Age has been criticised more generally given that it did not 
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necessarily reflect the mood of the time, instead representing a socially constructed and 
idealised conception of policing (Cockcroft, 2015; Loader, 1997). As Cockcroft (2015: 184) 
remarks: ‘It is perhaps ironic that this Golden Age is represented not by a ‘real life’ police 
officer but by the fictional lead of a TV police show, Dixon of Dock Green’. Nevertheless, it is 
this idealised conception of policing that continues to frame our understanding of police 
officers’ occupational outlooks today (Cockcroft, 2015), whilst also evoking local and national 
political support for neighbourhood policing (Charman, 2017; Higgins, 2018).  To quote 
Charman (2017:24): ‘The public’s demand for  ‘bobbies on the beat’ has so far continued 
unabated and also continues to be a staple of the political lexicon, despite all the evidence to 
the contrary over their effectiveness in any other regard but the luxury of reassurance’.  
2.2.2 Legitimacy (1): Questions of control and operational independence (1960s and 1970s) 
Debates about the existence (or otherwise) of a ‘Golden Age’ of policing in the post-
war period notwithstanding, the harmonious relationship between the police and citizens as 
co-producers of crime control certainly came to be reconfigured in the 1960s and 1970s 
(Bullock, 2014; Reiner, 2000). Concerns were raised that the public and the police were 
becoming detached with implications for the legitimacy5 of the police service. As the following 
sections will discuss, the development of service-model policing can be seen as a response 
to these concerns. 
One reason why concerns were raised about the nature of attachment between the 
public and the police was a growing trend toward the centralisation of police governance in 
the middle part of the twentieth century (Berkley, 1970; Bullock, 2014; Home Office, 2001; 
Lister, 2013; Loader, 1994).   Debates between centralism and localism and how to embed 
effective mechanisms of democratic accountability have featured heavily in discussions about 
police reform for several decades (Bullock, 2014; Loader, 1999). Whilst some central strategic 
direction is said to be beneficial to policing, too much can suppress the responsiveness of 
local forces to the needs and priorities of their communities, as compliance with central 
 
5 Extending Tyler’s (2006) earlier definition of legitimacy – grounded in the feeling of an obligation to voluntary defer to the police 
because it is the right thing to do, Jackson et al. (2013:8) argue ‘that legitimacy is not just public recognition of power (people’s 
duty to obey), it is also public justification of power (a sense of moral alignment with the institution)’. Research shows that citizens 
are more likely to trust and cooperate with the police, comply with the law and allow the police more autonomy in their efforts to 
control crime when they perceive them to be legitimate and feel aligned with their moral values (see for example Jackson et al., 
2013; Mazerrolle et al., 2013). However, when the public do not believe the police are acting and making decisions in accordance 
with their moral values or those of their community, the consequences can be far-reaching (see Jackson et al., 2013; Savage, 
2007a; Vitale, 2017). Take for example the August 2011 riots in London more recent demonstrations in Ferguson, Missouri) in 
response to police shootings of young black males. Both events speak to a de-legitimisation of the police by some sections of 
the community, resulting in a rupturing of trust and a breakdown of social order (Jackson et al., 2013; Vitale, 2017).  
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directives (e.g. centrally derived performance targets) becomes the focal point of police efforts 
(ESRC, 2009).  
To attempt to strike a balance between central and local control of policing, the 1964 
Police Act established the tri-partite structure, through which the governance arrangement for 
policing was distributed, albeit ‘rather untidily’ (Lister, 2013:2), between the Home Office, chief 
constables and police authorities (Bullock, 2014; McLaughlin, 2007; Reiner, 2000). In 
principle, this structure (which broadly remained in place until 2012) ‘gave the Home Secretary 
an overall duty to secure an effective police force; made local police authorities responsible 
for maintaining an effective police service and charged chief constables with the direction and 
control of their force’ (Independent Police Commission, 2013:79). Thus, providing a place for 
the citizen in the oversight of policing, albeit an indirect one through the representatives sitting 
on police authorities (see for example Bullock, 2014; Jones et al., 1994; McLaughlin, 2007; 
Reiner, 2000). In reality however, the power was channelled away from the police authorities 
and instead toward chief constables and the Home Office (Bullock, 2014; McLaughlin, 2007). 
In the years that followed, this placed local police authorities into a somewhat passive position 
and, it has been argued, ultimately rendered the police service less accountable and 
responsive to the needs of communities and more to the needs of the Home Secretary and 
chief constables (Bullock, 2014; Jones et al., 1994; McLaughlin, 2007; Reiner, 2000). As 
McLaughlin (2007:180) notes, the 1964 Act ‘was not sustaining a ‘explanatory and co-
operative’ tripartite but creating a ‘subordinate and passive’ bipartite structure. The police 
authorities would in any constitutional dispute be squeezed between the Home Secretary’s 
right of veto and the chief constables who were entitled to ignore them’.   
The 1964 Act therefore aggravated concerns about the detachment of police from the 
public and so the legitimacy of the police service in England and Wales (Bullock, 2014; Loader, 
1994; Savage, 2007a).  With the role of police authorities and structures of democratic 
accountability weakened, chief constables were free to almost exclusively set the strategic 
direction for policing on the basis of their ‘professional expertise’. Chief constables took the 
reins on almost all matters relating to recruitment, promotions and officer discipline (Reiner, 
2000), and could refuse to provide updates on operational performance if they did not consider 
them to be in the public interest (McLaughlin, 2007).  
A second cause for concern regarding the relationship between the police and the 
public during the latter part of the twentieth century related to questions of operational 
independence, and the extent to which this was at odds with local accountability and citizen 
participation in policing (Bullock, 2014; Reiner, 2000; McLaughlin, 2007). To secure the 
legitimacy necessary to enable ‘policing by consent’, the police need to be locally accountable. 
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As Rogers (2017:33) argues however: ‘There is, of course, one perceived complication when 
discussing police accountability, and that is the idea of constabulary or operational 
independence’. The notion of operational independence is poorly defined (Bullock, 2014; 
Home Affairs Committee, 2010; Reiner, 2000). But links broadly to how the police should have 
autonomy to enforce the law free from political (or other) interference (Bullock, 2014; Lister, 
2013; Reiner, 2000). As Lister (2013:242) notes: ‘Although the precise ambit and application 
of the principle of police operational independence have been widely debated, in essence it is 
about delineating the appropriate nature of the relationship between police and government’. 
Providing evidence to a Home Affairs Committee inquiry in 2010, Lord Hogan-Howe 
(Commissioner of the MPS from 2011 to 2017) shared his understanding of operational 
independence as follows (Home Affairs Committee, 2010:18): 
‘the first thing that everyone seems to agree with is that the police should have operational 
independence, in the sense of not starting or stopping an investigation into an individual 
because of a political interference and policing something or not policing something because 
of a political view’ 
Despite the lack of clarity or statutory definition of ‘operational independence’ (Bullock, 2014; 
Home Affairs Committee, 2010; Reiner, 2000), it remains a common feature of discussions of 
police governance in the UK, most recently regarding the role of PCCs (see Bullock, 2014; 
Home Affairs Committee, 2010; Lister, 2013; Reiner, 2000).  
Winding back the clock to the 1960’s we can observe the consequences of what might 
be considered as a ‘safeguard’ against such political interference (Bullock, 2014). A legal 
judgement by Lord Denning in 1968 essentially distanced police officers from any local or 
national democratic oversight, asserting that police officers’ decision making should be 
‘answerable to the law and the law alone’ (Lister, 2013: 242).  Bullock (2014:7) argues that as 
a result of narrowly framed interpretations of operational independence and claims to 
professional expertise in the period during this period: 
‘Citizens became defined as recipients of a ‘service’ funded by the state and administered by 
professional agents. Officers had the monopoly on ‘expertise’ regarding how to dispense crime 
control. The citizen was relegated to (at best) providing the information – reporting crimes, 
giving statements and providing evidence in court – that the police needed to draw on to 
facilitate the enforcement of the law’.  
In this context, there was a need to reconnect the police with the public and give them a 
stronger voice in police decision making.  
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2.2.3 Legitimacy (2): mistrust and detachment in a turbulent social, economic and political 
landscape (1960s and 1970s) 
Movements toward service-model policing were expedited by questions of mistrust at 
the end of the 1960s and into the 1970s (Bullock, 2014; Kelling and Moore, 1988; Savage, 
2007a). Concerns about the legitimacy of the police (stemming from the issues of central 
control and operational independence discussed above), were further ignited by the exposure 
of a series of corruption scandals involving Metropolitan Police officers relating to bribery and 
the fabrication of evidence (Reiner, 2000; Savage, 2007a and 2007b; Turner, 2008). Reiner 
(2000: 62) recalls how ‘revelations published by The Times in November 1969 were a 
bombshell that still reverberates’, noting that ‘What was most shocking was the revelation of 
the systematic, institutionalised and widespread network of corruption, the so-called ‘firm 
within a firm’. Accusations about ‘bent’ and ‘corrupt’ coppers became increasingly prominent 
at the dawn of the 1970s. Despite the efforts of Sir Robert Mark (Commissioner of the 
Metropolitan Police from 1972-1977) to put the MPS ‘house in order’ (Mark, 1978: 126) and 
clean up the force6 (see Emsley, 2009; Turner, 2008), major corruption scandals involving the 
Met’s Drug Squad and the Obscene Publications Squad were exposed in the mid-1970s: ‘Both 
revealed systematic malpractice, and led to the imprisonment of several senior detectives’ 
(Reiner, 2000: 63). Evidence suggests that whilst the public were initially reluctant to accept 
the idea of entrenched police corruption, these scandals perpetuated the worsening sense of 
relations between the public and state (Turner, 2008).  
Concerns about the legitimacy of the police, and early calls for reform in the direction 
of community policing, unfolded in what was a time of significant social, economic and political 
unrest. In the 1970s, politics were polarizing rapidly; an energy crisis was sweeping the nation; 
citizens were dissatisfied with Britain’s worsening economic position (which was resulting in 
rising costs and growing unemployment); and industrial strikes and conflict were 
commonplace across the country – often manifesting in workers confronting and clashing with 
the police (Reiner, 2000; Turner, 2008). Coupled with rising crime, outbreaks of racial conflict, 
youth hooliganism and attacks on gay men were also growing in frequency (see Turner, 2008). 
In sum, ‘…the clichés of the grim 1970s have more than a grain of truth. These were 
desperately difficult years for Britain, both politically and economically’ (BBC, 2012). This was 
a time when the public were losing confidence not just in the police, but also in political 
institutions and the state more broadly (Reiner, 2000; Turner, 2008).  
 
6 Upon his arrival in the MPS, Mark apparently described his ambition as to ‘arrest more criminals than we employ’ (The 
Guardian, 2010).  
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Accusations of police prejudice, discrimination and racial harassment against young 
black people also mounted during toward the middle of the 1970s, contributing to ‘the 
catastrophic deterioration of relations with the black community’ (Reiner, 2000: 79). The 
renewed focus on building police-community relations can be linked back to this time and a 
growth in the size of ‘vulnerable groups’ (particularly black youths) (Reiner, 2000:79). 
Research on police-public relations suggests that vulnerable and economically marginal 
groups are typically ‘under policed in respect to the nature of the ‘service’ that they can expect 
from the police’ (Bullock, 2014:20). Evidence in the 1970s pointed to police discrimination of 
black youths and ‘a heightening of their self-consciousness as targets of policing’ which 
resulted in a ‘disastrous ebbing away of black confidence in the police’ (Reiner, 2000: 79). As 
this chapter will come on to discuss, this culminated in outbreaks of disorder across England, 
including riots in Brixton in 1981 (Bullock, 2014; Higgins, 2018; Reiner, 2000; Savage, 2007a).  
Calls for police forces to do more to reconnect with citizens and communities within this 
context increased (Bullock, 2014; Reiner, 2000; Savage, 2007a).  
Concerns about a disconnect between the police and the public were thrown into 
further doubt during the 1960s and 1970s with the acceleration of new technologies and 
subsequent changes to the delivery of local policing services toward a ‘professional’ model in 
the form of ‘Unit Beat Policing’. As Higgins (2018:8) notes: ‘In 1967, Home Office Circular 142 
encouraged police forces to move to a system of ‘Unit Beat Policing’ which aimed to exploit 
what were then new technologies – personal radios and ‘panda’ cars – to increase police 
productivity and respond more quickly to calls for service’. The increased police use of 
technology and new equipment that underpinned the Unit Beat system was inextricably linked 
to wider social and economic pressures imposed on the service in the 1960s and 1970s 
(Bullock, 2014; Griffiths, 1984; Oxford, 1984, Reiner, 2000). Similar changes were occurring 
in American policing in response to financial challenges and growing concerns about the 
police’s ability to control crime, with police and politicians actively seeking alternative ways of 
policing ‘to get more out of less’ (Skogan and Hartnett, 1997: 10). The challenges with the 
implementation of the Unit Beat system in the UK were also closely tied to the tough social 
and economic conditions (Reiner, 2000). Ultimately, the growing use of technology against 
this tough economic and social context limited police-public contact and in-turn the inclusion 
and participation of citizens in police decision making (Bullock, 2014; Reiner, 2000).  
2.2.4 Service-model policing to address limitations with the ‘professional’ model (1970s) 
Calls for a service-oriented policing style can also be understood as a response to 
questions about the effectiveness of the police and weaknesses with the ‘professional’ model 
of policing that came to prominence in the 1970s. The professional model emphasised random 
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patrolling, responding to citizen led calls for service and reactive investigation as the means 
through which to control crime (Bullock, 2014; Reiner, 2000). However, soaring crime rates 
during the 1970s grew doubts about the effectiveness of this model. As Oxford (1984: 115) 
reminds us, ‘In 1960, the national annual crime figures were just under three-quarters of a 
million, and by 1970 they had reached one-and-a-half million.’ In both the UK and the US, 
evaluation research revealed that this reactive or ‘fire brigade’ style of policing characterised 
by random preventative patrolling, actually had limited crime prevention and deterrent effect, 
nor did it improve public confidence in policing (for review see Braga, 2015; Bullock, 2014; 
Reiner, 2000; Savage, 2007a). Rising crime rates and a growing volume of evidence on both 
sides of the Atlantic, ultimately ‘suggested to the general public that the police were not 
effective in controlling crime’ (Braga, 2015: 6) and was therefore a driver for change.  
Whilst raising doubts about the effectiveness of the police at controlling crime, the 
professional model also aggravated concerns about the detachment of the police from the 
public (see Bullock, 2014; Higgins, 2018; Holdaway, 1983; McLaughlin, 2007; Oxford, 1984; 
Reiner, 2000; Savage, 2007a). Higgins (2018) argues that the technologies emphasised in 
the professional model via Unit Beat policing served to undermine the principle of policing by 
consent and encourage an emergency response mode of policing (see also Holdaway, 1983; 
Oxford, 1984; Reiner, 2000). To be specific, the increased use of vehicles and improved 
telephone and radio systems manifested in an enhanced focus on the ‘action’ and reactive 
response aspects of police work (Higgins, 2018; Reiner, 2000). The use of vehicle patrols as 
part of the professional crime-fighting model not only revolutionised police work but also 
created a ‘literal barrier’ between the police and citizens (Bullock, 2014: 104). Reiner (2000: 
61) also explains how the service role of the police was pushed to the margins of the rank-
and-file culture, as police constables ‘action-oriented perspective on policing was accentuated 
by the technology of fast cars, sirens and flashing blue lights’ that characterised the 
professional model.  With concerns growing about the effectiveness of this approach and the 
detachment of the police from the public, calls and efforts to define the police role in service 
terms increased (Bullock, 2014; Reiner, 2000; Savage, 2007a).  
2.2.5 ‘A watershed moment’ and a renewed emphasis on ‘consultation’ (1980s) 
Symptomatic of declining legitimacy and questions as to the effectiveness of the 
professional model amid rising crime and wider social unrest in the 1970s, the Brixton Riots 
in April 1981 illuminated the pressing need for a ‘new way’ of policing. It would be the events 
in Brixton and Lord Scarman’s subsequent report into the riots that would catalyse moves 
toward community policing during the 1980s (Bullock, 2014; Donnelly et al., 2006; Savage, 
2007a; Tilley, 2008). The Scarman Report marked a re-orientation of the police-public 
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relationship and served to accelerate policy efforts to introduce greater citizen participation in 
policing (see Bullock, 2014: Loader, 1999; Myhill, 2003; Newburn, 2003; Reiner, 2010; 
Savage, 2007a). 
 Savage (2007a: 28) describes how the outbreak of violent disorder and confrontation 
between the police and almost 5,000 citizens in Brixton, South London ‘sent shock waves 
throughout what was then Thatcher’s Britain’. Widespread media attention, and indeed the 
response of several opposition MPs, pointed to the deterioration of police relations with the 
black community as the primary cause of the disturbances in Brixton (Bullock, 2014; Reiner, 
2000; Savage, 2007a). Other opposition MPs, as well as trade union and church spokesmen, 
stressed the contribution of poor social and economic conditions consuming parts of British 
society to the events in Brixton (Benyon, 1984; Scarman, 1981). This turbulent and rather 
‘grim’ context (BBC, 2012; Turner, 2008) had repercussions for the police in Brixton and 
elsewhere. Indeed, soon after Brixton, similar outbreaks of violence occurred in other deprived 
areas of the country, including Liverpool and Manchester (Benyon, 1984; Reiner, 2000). 
Political argument and media focus again centred on social and economic deprivation as well 
as the poor state of relations between the police and young people (see Benyon, 1984; 
Bullock, 2014; Independent Police Commission, 2013; Reiner, 2000; Savage, 2007a).  
The then Conservative Home Secretary (William Whitelaw) responded to the Brixton 
Riots by setting up an official inquiry to be headed by Lord Scarman. This culminated in the 
publication of the Scarman Report on the 25th November 1981 (Scarman, 1981), described as 
a ‘watershed moment’ for British policing (Bullock, 2014; Savage, 2007a). Scarman drew 
attention to several factors that had contributed to the outbreak of the disorder, noting the 
economic and social decay and racial disadvantage in Brixton as well as the perilous state of 
police-community relations and lack of trust in ‘zero-tolerance’ police tactics (Scarman, 1981). 
The Report pushed matters not only of policing and accountability to the forefront of political 
arguments, but also issues of social deprivation and racial disadvantage (Benyon, 1984) – 
political and public debates that policing would find itself embroiled in throughout the 1980’s 
and 1990’s (Emsley, 2009; McLaughlin, 2007; Reiner, 2000).  
The impact of Scarman in terms of both police reform and more broadly re-orienting 
the relationship between communities (especially ethnic minority communities) and the British 
state cannot be overstated (Bullock, 2014; McLaughlin, 2007; Savage, 2007a). In terms of 
policing, as Bullock (2014: 56) notes, the Scarman Report has ‘left a permanent footprint’. 
Scarman confronted the professional crime-fighting model that had developed, advocating a 
return to crime prevention and policing by consent as the key enabler of police success 
(Savage, 2007a). Linked to this, Scarman proposed the police transform their recruit training, 
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particularly in the area of ‘community relations’ (Oxford, 1984; Scarman, 1981; Savage, 
2007a), an area of police work that had previously been prone to being mocked by rank-and-
file officers (Emsley, 2009). 
Pointing to the shortcomings of the professional model of policing discussed above, 
Scarman also identified inadequate systems of police accountability. To enhance the 
accountability of the police whilst upholding the doctrine of operational independence, 
Scarman put forward proposals to establish statutory processes of consultation and elevate 
mechanisms for community participation in policing (Bullock, 2014; Oxford, 1984; Savage, 
2007a; Scarman, 1981).  For Scarman, the primary means to achieve this was to move away 
from ‘hard’ policing toward a ‘service’ model ‘with the active consent and support of the 
community’ (Scarman, 1981: 88). To quote Savage (2007a:45), Scarman ‘set in motion the 
growing interpretation of policing as more of a ‘service’ than a ‘force’, which still has a 
resonance in more contemporary forms of policing reform such as ‘neighbourhood policing’.  
Scarman’s recommendations and vision for a service-model policing shaped and were 
firmly embedded in the 1984 Police and Criminal Evidence Act (PACE). Crucially, PACE 
(Section 106) made consultation a statutory requirement for the police, requiring forces to plan 
to capture the views of local people and enable their co-operation in matters of crime control 
(Bullock, 2014; Crowther, 2000). To facilitate consultation, a Home Office Circular which 
followed PACE recommended, quite simply, that police forces organise regular meetings to 
improve communications with citizens and ensure their views were represented in decision 
making about local policing (Bullock, 2014). Yet as Bullock (2014: 78) explains, these simple 
mechanisms for consultation ‘were criticised by some for not going far enough to address the 
problems of legitimacy’, and ‘were associated with very low citizen participation’. The 
emphasis on consultation and accountability was also met with a degree of scepticism by 
police forces. This can in part be attributed to the operational independence they had become 
accustomed too since the advent of the 1964 Police Act (see Bullock, 2014; McLaughlin, 2007; 
Morgan, 1987; Savage, 2007a). As Morgan (1987: 92) notes: ‘It would be surprising were most 
local commanders not to resist, or be hesitant about, entering what is for most of them an 
uncharted, dangerous terrain’.  
Nevertheless, drawing on the ethos of consultation emphasised in Scarman and 
PACE, police forces began to experiment with various forms of community policing throughout 
the mid-late 1980’s (Bullock, 2014; Cosgrove and Ramshaw, 2015; Myhill, 2003; Skogan and 
Hartnett, 1997; Rogers, 2017). The police also became engaged in ‘a broader reform 
programme to develop professional standards of conduct and the formulation of a ‘force to 
service’ paradigm’ (McLaughlin, 2007: 145). For example, in 1989 the MPS set out a plan to 
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upgrade the ‘quality of service’ to all Londoners in the form of The Plus Programme, with an 
emphasis on promoting a culture of professionalism and building customer-relations 
(McLaughlin, 2007).  
2.2.6 Neoliberalism and new managerialism (1980s-1990s) 
The trends of neoliberalism and new managerialism that underpinned the agendas of 
successive Conservative governments in the late 1980’s and first half of the 1990’s steered 
the course of policing towards a community-based approach (Bullock, 2014; Reiner, 2000; 
Rogers, 2017; Savage, 2007a; Tilley, 2008; McLaughlin, 2007; Westmarland, 2016).  From a 
policing perspective, the rhetoric of neoliberalism first ‘expects individuals and community 
groups to increasingly assume responsibility for dealing with crime and disorder within their 
communities’ (Rogers, 2017:10). Bullock (2014: 101) notes how this approach has manifested 
in a service paradigm for policing: ‘Through stressing working with citizens – rather than simply 
for them – community policing has been a key juncture at which the state has sought to 
responsibilise citizens to take ownership for crime control’. Neoliberalism also encourages 
police forces to assume greater responsibility for monitoring and providing quantitative 
evidence of their performance and service quality (see for example Blaug et al., 2006; 
McLaughlin, 2007; Myhill and Quinton, 2010; Reiner, 2000)   
Underpinning the rise of neoliberalism, the infiltration of new public management 
(NPM) practices across the public sector and the associated re-presentation of public service 
users as customers upped the pace of moves to engender greater community engagement 
and participation in policing (Blaug et al., 2006; Bullock, 2014; Donnelly et al., 2006; Loader, 
1999; Reiner, 2000; Savage, 2007a; McLaughlin, 2007; Westmarland, 2016). The police 
initially shielded themselves from the avalanche of public sector reform and reconfiguration 
under NPM (McLaughlin, 2007). However, policing started to become more and more 
‘business-like’ in its governance and operations in the late 1980’s and into the 1990’s (Blaug 
et al., 2006; Bullock, 2014; Reiner, 2010; McLaughlin, 2007; Myhill and Quinton, 2010; 
Savage, 2007a; Westmarland, 2016). The injection of private sector values, rationale and 
discourse within a customer-focused framework were identified by policy-makers as a lever to 
help re-build police legitimacy. As McLaughlin (2007: 182) notes: 
‘This would be realised through: increased emphasis on achieving results rather than 
administrating processes; the setting of explicit targets and performance indicators to enable 
the auditing of efficiency and effectiveness; the publication of league tables illustrating 
comparative performance; the identification of core competencies; the costing and market 
testing of all activities to ensure value for money; the externalisation of non-essential 
responsibilities; the establishment of a purchase-provider split; and the re-designation of clients 
as customers’.   
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Whilst some interpreted these managerialist changes as evidence of further centralisation of 
police governance (Bullock, 2014; McLaughlin, 2007), these changes no doubt reflected the 
Conservative government’s ambition to re-make the police ‘as an institution capable of 
delivering (like any responsive commercial enterprise) an efficient, prompt, value-for-money, 
professional service’ to its customers (Loader, 1999: 376).  
Inspired by the language and market principles of neoliberalism and political focus on 
managerial efficiency and economy during the 1990s (Bullock, 2014; Loader, 1994; 
McLaughlin, 2007; Reiner, 2000; Savage, 2007a; Westmarland, 2017), the Conservative 
governments adopted a more ‘hands-off’ approach in terms of priority setting for the police 
(Savage, 2007a). Simultaneously, the ethos of managerialism and service-user consultation 
increased pressure on the police to be more ‘customer-friendly’ and ‘consumer-oriented’ 
(Westmarland, 2016: 354). Embodying the discourse of consultation, a series of charters and 
codes of practice emerged during the first half of the 1990’s (Bullock, 2014). These set out 
new standards for service quality; what citizens could expect from public services and indeed 
what they could hold them to account for, and thus sought to unlock the door for citizens to 
play a more active role in police governance, accountability and decision making (Bullock, 
2014; McLaughlin, 2007; Savage, 2007a).  
Despite the growing focus on police accountability during the 1990’s, several other 
high-profile system failures (Savage, 2007a) (particularly the police handling of the 
investigation into the murder of Stephen Lawrence in 1993) blistered policing and re-ignited 
concerns about legitimacy. The Macpherson Report (Macpherson, 1999) following the inquiry 
into Lawrence’s death described the MPS as ‘institutionally racist’, calling for forces to recruit 
more officers from minority ethnic groups to better reflect the diversity of communities and 
overcome cultural and language barriers (Bullock, 2014; Savage, 2007a). This has been a key 
thread of police reform since, with no police force in England and Wales yet reflecting the 
diversity of the community it serves (Home Affairs Committee, 2016). The Macpherson Report 
also reinforced Scarman’s earlier message about the importance of community-oriented 
strategies and consultation to facilitate the reporting of racist incidents and crimes 
(Macpherson, 1999; Reiner, 2000). Questions of diversity and legitimacy remain tightly linked 
to the development and provision of service-model policing in the UK. 
2.2.7 New Labour’s new localism (1997-early 2000s) 
The election of the New Labour Government in 1997, ‘which saw itself as the 
modernising force of British public services’ (Westmarland, 2016: 354), signalled a somewhat 
fluctuating and contradictory approach to police reform. New Labour were managerial and 
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centralist at times, whilst demonstrating a strong appetite for localism at other times (for 
reviews see Bullock, 2014; McLaughlin, 2005 and 2007; Savage, 2007a). Crucially, both these 
strands played a part in the evolution of neighbourhood policing and re-presentation of the 
public as customers.  
Steered by the then Prime Minister Tony Blair (see Blair, 2011), New Labour’s early 
reform programme was criticised for failing to deliver on its stated commitment to deliver 
political devolution and decentralisation (Lee, 2000). Reflecting the spirit of managerialism, 
Blair introduced a system of target setting and complex performance management 
frameworks across the public service, with the aim of improving standards and improving the 
experience of service users (Blair, 1999; Blaug et al. 2006; McLaughlin, 2005 and 2007). In 
policing, for example, the UK Home Office developed a national Policing Performance 
Assessment Framework (Bullock, 2014; McLaughlin, 2005 and 2007) with the support of a 
global management consultancy (see Accenture, 2018).  
Striking the balance between the demands of managerialism (especially target setting) 
and satisfying the needs of service-users has been a significant and enduring challenge facing 
police organisation over the past two decades (Goldstein, 2005; Westmarland, 2016). In the 
early-2000’s, there was a growing criticism and political realisation that police were failing to 
achieve the right balance, with the managerial pressures of prioritising and meeting centrally 
determined targets suppressing innovation and contributing to declining public satisfaction 
with the quality of policing services7 (Bullock, 2014; McLaughlin, 2005 and 2007). In this 
context, policy officials began to accept that police reform had again become over centralised 
and needed to move in a customer-oriented direction.   
New Labour’s vision to achieve a shift in police priority setting and accountability 
arrangements to the ‘micro-local’ level and provide ‘citizen-customers’ with both more ‘choice’ 
and ‘voice’ (McLaughlin, 2005 and 2007; Savage, 2007a) may be understood against the 
backcloth of the form of governance known as ‘new localism’. New localism represents a 
retreat from over-centralised and ‘controlling’ features of governance. It promotes the 
devolution of power to the local level to actively engage individuals and local communities in 
the delivery of public services (see Bullock and Sindall, 2014; McLaughlin, 2005 and 2007). 
This rhetoric of devolution characterised New Labour’s political strategy in the early-mid 
2000’s (Bullock, 2014; Bullock and Sindall, 2014; McLaughlin, 2007; Rogers, 2017). 
 
7 Similar challenges and criticisms faced other public services during this time, including the National Health Service (NHS). For 
example, a system of targets was introduced by Prime Minister Blair to improve the performance of the NHS and hold their 
providers accountable – most notably a target to give patients an appointment within 48-hours of calling their doctor. Doctor’s 
focused efforts on achieving this by refusing follow-up appointments and advanced bookings, i.e. jeopardising the quality of 
service to customers in favour of meeting targets (Harford, 2016). 
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Illustrating this, in a speech to the National Council of Voluntary Organisations in February 
2006, New Labour’s minister for communities and local government spoke of plans for ‘a 
double devolution of power from Whitehall to the town hall and from the town hall to citizens 
and local communities’ (The Guardian, 2006). The language of ‘citizen-customers’ and 
‘community engagement’ duly emerged as defining features of New Labour’s agenda for 
police reform in the early-2000s (Bullock, 2014; Bullock and Sindall, 2014; McLaughlin, 2005 
and 2007; Savage, 2007a).   
Neighbourhood policing became a flagship approach within this devolution framework 
to allow citizens even greater involvement in how their communities are policed and to 
establish a strong, responsive customer service culture throughout the police service (Home 
Office, 2004). New Labour’s vision for neighbourhood policing was initially set out in the 2003 
Green Paper – Policing: Building Safer Communities. This paper outlined proposals to 
establish ‘Neighbourhood Panels’ and ‘Community Safety Boards’ - mechanisms to mobilise 
active engagement between the police, local communities and other local agencies 
(McLaughlin, 2007). The seminal 2004 White Paper, Building Communities: Beating Crime 
then cemented New Labour’s ‘customer-oriented’ vision for policing, and as McLaughlin 
(2007: 192) states, ‘confirmed that a shift in government thinking had taken place’. The White 
Paper stated that citizens should not only ‘have confidence that the police, local authorities 
and other agencies are working on their behalf in keeping their communities safe and be aware 
of and be satisfied with their overall performance in doing so – but also know the part they can 
play in keeping themselves, their families and their communities safe – and be encouraged to 
take action and responsibility themselves’ (Home Office, 2004: 23). Crucially, the White Paper 
laid out the plans to police all communities using dedicated, multi-functional Neighbourhood 
Policing Teams (NPTs) by 2008 (Bullock, 2014; Home Office, 2004; Rogers, 2017). The next 
section takes a closer look at the emergence of these neighbourhood teams.  
2.3 The emergence and erosion of neighbourhood policing 
Having established the wider context within which a customer focus (with an emphasis 
on community policing) has been advocated, this section reviews the emergence of 
neighbourhood policing between 2005 and 2008. It draws attention to the so-called 
‘reassurance gap’ and subsequent emergence of the National Reassurance Policing 
Programme (NRPP) through which the seeds of neighbourhood policing were planted. As well 
as the political support that developed for neighbourhood policing in the mid-2000s to help 
build public confidence and engage citizens in collaborative problem-solving with the aim of 
reducing crime (Quinton and Morris, 2008). It then shines a spotlight on the key factors that 
have contributed to a ‘fragmented national narrative of neighbourhood policing’ (Higgins, 
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2018: 2) and a wider reported ‘erosion’ of neighbourhood policing (see for example HASC, 
2018; Independent Police Commission, 2013; Rogers, 2017). This includes the introduction of 
PCCs and cuts to policing budgets (Higgins, 2018; Rogers, 2017). These are important 
contextual factors to consider in the context of this thesis, given their potential to shape the 
attitudes of officers toward neighbourhood policing and commitment to their role.   
2.3.1 Plugging a ‘reassurance gap’ and building confidence (2003-2010) 
Neighbourhood policing first unfolded in the form of ‘reassurance policing’ in the early 
2000’s. Reassurance policing itself was developed in response to surveys that showed that 
despite consistent and significant falls in recorded crime rates between 1993 and 2001, the 
majority of the public perceived that crime was still rising (Blaug et al., 2006; Herrington and 
Millie, 2006; Tuffin et al. 2006; Myhill and Quinton, 2010; McLaughlin, 2007; Rogers, 2017). 
New Labour’s localism agenda for policing was therefore pushed along by a perceived need 
to bridge what researchers termed the ‘reassurance gap’ (Blaug et al., 2006; Fielding and 
Innes, 2006; McLaughlin, 2007; Herrington and Millie, 2006; Myhill and Quinton, 2010; Rogers, 
2017). Reassurance policing, which had the specific aim of reassuring the public about crime, 
culminated in the launch of the NRPP8 in 2003 (Fielding and Innes, 2006; Myhill and Quinton, 
2010; Tuffin et al., 2006). The NRPP initiative aimed to provide a visible, familiar and 
accessible police presence in communities. Policing activity was targeted at tackling citizens’ 
main concerns and systematically identifying the crimes and other factors that shaped their 
perceptions of insecurity, drawing on the ‘signal crimes’ perspective9 developed by Martin 
Innes (see Bullock and Sindall, 2014; Hamilton-Smith et al., 2014; Tuffin et al., 2006). The 
evaluation of the NRPP revealed statistically significant improvements in public confidence in 
the police, police community engagement, perceptions of crime and feelings of safety – i.e. a 
narrowing of the ‘reassurance gap’ (see Tuffin et al., 2006).  
The implementation and early success of the NRPP shaped the initial pilot of the 
Neighbourhood Policing Programme (NPP) that launched in 2005 (Myhill and Quinton, 2010; 
Quinton and Morris, 2008). Drawing on the reassurance policing paradigm and supported by 
funding for 25,000 Police Community Support Officers10 (PCSOs), all police forces in the UK 
 
8 The NRPP was initially piloted in Surrey Police and the Metropolitan Police Service. The pilot was later scaled up across 16 
ward areas in eight police forces in England (Quinton and Morris, 2008; Tuffin et al., 2006).  
9 Innes and Fielding (2002: 5.5) suggest there are certain crimes that can disproportionately impact on public perceptions of 
security. They define a signal crime as ‘an incident that is disproportionately influential in terms of causing a person or persons 
to perceive themselves to be at risk in some sense. In effect, the crime or incident is ‘read’ as a warning signal by its audience(s) 
that something is wrong or lacking, as a result of which they might be induced to take some form of protective action. In addition, 
the presence of this signal will shape how the person or groups concerned construct beliefs concerning other potential dangers 
and beliefs’. The NRPP aimed to improve public perceptions of safety by targeting these signals (Quinton and Morris, 2008). 
10 PCSOs work directly alongside police officers but do not share the same sworn status. First introduced in 2002, ‘their primarily 
role was to contribute to public reassurance through visibility and accessibility’ (Rogers, 2017:81). Although a national evaluation 
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integrated neighbourhood policing into their core business model between 2005 and 2008 
(Higgins, 2018; Quinton and Morris, 2010; Rogers, 2017; Turley et al., 2012). Whilst 
maintaining the focus of ‘reassurance policing’ of enhancing public confidence in the police 
and reducing ‘fear of crime’, the NPP contained a more explicit focus on crime reduction 
outcomes (Higgins, 2018; Quinton and Morris, 2010). Noting the benefits of the collaborative 
partnership working on citizens’ sense of empowerment and perceptions of crime and anti-
social behaviour, Turley et al., (2012: 2) summarise the key features of neighbourhood policing 
as follows:  
• ‘the presence of visible, accessible and locally known figures in neighbourhoods, in 
particular police constables and police community support officers;  
• community engagement in both identifying priorities and taking action to tackle them; 
and 
• the application of targeted policing and problem-solving to tackle public concerns in 
neighbourhoods’ 
 
When they were established between 2005 and 2008, neighbourhood policing teams11 (NPT’s) 
typically were comprised of one sergeant, two police constables and three police PCSOs 
(Rogers, 2017). Following implementation guidance provided by the Association of Chief 
Police Officers12 (ACPO, 2006), these teams were charged with the mission of increasing 
community engagement, being identifiable, accessible and responsive to the needs of local 
communities (Myhill, 2006; Quinton and Morris, 2008; Rogers, 2017). In practice, 
neighbourhood teams undertook a series of activities to achieve this. This  included conducting 
targeted foot patrols, the establishment of customer-focused performance metrics, and  
regular neighbourhood panel meetings (or ‘beat meetings’) to capture feedback from residents 
and multi-agency partners, and agree with them a set of priorities and suggested solutions to 
solve local crime and disorder problems (Cosgrove and Ramshaw, 2015; Higgins, 2018; 
HMIC, 2009; Quinton and Morris, 2008; Thomas, 2016). Her Majesty’s Inspectorate of 
Constabulary reported in 2008 that all forces had successfully embedded the basic 
requirements of neighbourhood policing within their operating models (HMIC, 2008). The 
forces that were considered to be succeeding in embedding the neighbourhood policing model 
(including the MPS) in the HMIC report, were said to have been developing effective ways of 
publicising neighbourhood policing teams; effective engagement with communities; strong 
supervisory structures including dedicated neighbourhood sergeants; strong governance 
structures and an emphasis on ‘quality of service’ measures (HMIC, 2008). Building on the 
 
demonstrated the value of PCSOs work with young people and engaging with the public (see Cooper et al., 2006), with limited 
powers their exact role remains the subject of much debate (O’Neill, 2015; Rogers, 2017),  
11 In the MPS, neighbourhood teams quickly became known as ‘Safer Neighbourhood Teams’ (SNT’s) See Chapter 4 for 
further details. 
12 Now known as the National Police Chiefs Council (NPCC). 
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independent review of policing conducted by Sir Ronnie Flanagan published in the same year 
(Flanagan, 2008), the HMIC report reiterated the importance of police forces embedding a 
customer service approach through neighbourhood policing to build trust, opportunities to 
engage with citizens and subsequently help create safer communities (HMIC, 2008). 
At this time, the future for neighbourhood policing looked bright. Despite some 
inconsistencies between forces in terms of how they were implementing neighbourhood 
policing and engaging with the public and intensity at which this was being done, HMIC (2008) 
noted small improvements in public confidence across the police service. These ‘green shoots’ 
of positive impact on public confidence ultimately helped to strengthen political support for the 
neighbourhood model at this time (Higgins, 2008; HMIC, 2008).  The then Labour 
Government’s ambitions for neighbourhood policing were laid out in the Home Office’s 2009 
Policing Pledge (see HMIC, 2009; McLaughlin, 2007). The pledge placed neighbourhood 
policing at the very heart of the policing model and outlined a series of commitments aimed at 
to establishing a strong ‘customer service ethos’ and to ensure that: 
• neighbourhood teams could spend 80 per cent of their duty time within their designated 
neighbourhood area; 
• all citizens had access to neighbourhood teams and were treated with dignity and 
respect;  
• enhance information provision about neighbourhood teams;  
• arrange more opportunities for face-to-face community engagement, including street 
briefings;  
• share performance data on the success of neighbourhood teams in improving 
neighbourhood safety and reducing crime; and 
• acknowledge any reported dissatisfaction with service quality within a 24-hour window 
(HMIC, 2009). 
In the same year, existing policing targets were scrapped, and a single performance target 
introduced, ‘to increase public confidence that the police and local council are dealing with 
local crime and anti-social behaviour’ (HMIC, 2009:19). With strong political support, forces 
identified neighbourhood policing as the primary function to deliver and achieve this target 
whilst helping to drive up service standards to customers (Higgins, 2018; McLaughlin, 2007; 
Rogers, 2017).   
2.3.2 A change in government, the introduction of PCCs and austerity (2010-present) 
It has not, however, been a smooth journey for neighbourhood policing since 2010 
following a change in government and the start of a period of considerable reform to policing 
under conditions of austerity. There is growing evidence to suggest that neighbourhood 
policing has become more fragmented and diluted in form (see for example Hales and Higgins, 
2018; Higgins, 2018; Independent Police Commission, 2013; HASC, 2018; HMIC, 2017). In 
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2010, the coalition government that came into power immediately scrapped Labour’s ‘pledge’ 
to the public and the single public confidence target (Higgins and Hales, 2017; Higgins, 2018; 
Rogers, 2017). This represented a step back from neighbourhood policing, to a large extent 
de-incentivising police forces to embed customer-focused strategies and service standards 
(Edwards, 2010). As will now be discussed, a range of other reforms since 2010, including the 
introduction of PCC’s and a reduction to policing budgets have contributed further to the 
fragmentation of neighbourhood policing.  
The political strategies and reform proposals introduced by the Conservative-led 
coalition Government, might on one hand be consistent with the features of neighbourhood 
policing and a citizen focus more generally. Efforts to enhance democratic accountability and 
the notion of ‘active citizenship under the rubric of the ‘Big Society’ (see Bullock, 2014; Bullock 
and Sindall, 2014; Holdaway, 2013), as well as the introduction of directly elected PCC 
seemingly represent overt attempts to give local communities a better say over policing (for 
review see Jones et al., 2011; Lister, 2013). PCCs, described as ‘the most significant 
constitutional change in the governance of the police in the past 50 years’ (Lister, 2013: 239), 
were introduced to make the police more directly accountable to citizens (Home Affairs 
Committee, 2010). Yet the introduction of PCCs has meant that they and chief constables, 
have effectively been able to pull the strings on the delivery of local policing since 2012, with 
the Home Office taking a backseat role (Higgins, 2018: 10).  Since the Home Office was a 
major driver of neighbourhood policing it has been argued that ‘neighbourhood policing has 
been cast to the countervailing winds in 43 police force areas. With no central author, the 
narrative has become fragmented and required piecing together’ (Higgins, 2018: 62).  
The reduction in policing budgets since 2010 have also had a major impact on the 
delivery of neighbourhood policing in police forces across England and Wales. Overall 
government funding for policing has reduced by around 25 per cent since 2010 (Higgins, 2018; 
Rogers, 2017). Critics argue that the on-going government spending cuts since 2010 have 
eroded police forces ability to deliver the core tasks of neighbourhood policing, i.e. building 
relations with communities, problem-solving and preventing crime (see for example HASC, 
2018; Higgins and Hales, 2017; Higgins, 2018; HMIC, 2017; Independent Police Commission, 
2013; Rogers, 2017). For example, a report by the Independent Police Commission in 2013 
argued that as a result of the reductions in police budgets and resources in the context of 
austerity, ‘the police service in England and Wales is in danger of retreating to a discredited 
model of reactive policing’ (Independent Police Commission, 2013:14), a model which fails to 
accommodate the virtues of neighbourhood policing and the development of meaningful 
police-citizen relationships (see also HASC, 2018). 
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A key factor behind the reported erosion of neighbourhood policing has been the 
reduction in officer numbers, and linked to this, the abstraction of neighbourhood officers away 
from their neighbourhoods to backfill for gaps in response policing (MPS, 2015; HASC, 2018; 
Higgins, 2018). The large reduction in policing budgets led to a reduction in officer numbers 
of 20,000 between March 2010 and March 2018 (Home Office, 2018). Analysis conducted by 
the MPS in 2015 reported on the increasing abstraction of neighbourhood officers to response 
duties, undermining the delivery and continuity of the traditional neighbourhood model (MPS, 
2015). A 2017 investigation by HMIC (HMIC, 2017) found that as forces balance budgetary 
pressures as well as competing demands, ‘the work of neighbourhood teams, across the 
service, is becoming more irregular, unstructured, and is supported ineffectively by other force 
resources’ (HMIC, 2017:28). The findings pointed to the regular abstraction of between half 
and two thirds of neighbourhood officers to focus on other ‘priorities’ (e.g. crime scene 
management and supervision of people in cells and hospitals) (for review see HMIC, 2017). 
Higgins’ (2018) empirical analysis shows the significant reduction in PCSO numbers in many 
forces and a broadening of their role away from community engagement to elements of 
response. Tracking the divergent trajectories of neighbourhood policing between 2008 and 
2016, Higgins (2018:18) found that ‘by 2016 a number of forces (including the MPS) reported 
smaller neighbourhood functions dominated by officers’. Following a recent inquiry, the Home 
Affairs Select Committee (HASC, 2018:20) expressed that they were ‘gravely concerned’ 
about the erosion and deprioritising of neighbourhood policing in many forces, reporting that 
forces have lost at least a fifth of their neighbourhood policing capacity as a result of budget 
pressures, widening demand and limited resources.  
The evidence suggests that neighbourhood policing resources have not been 
prioritised in the context of austerity. This raises important questions, both in terms of the 
extent to which neighbourhood policing is considered a priority by police forces in England 
and Wales, and how this might shape police force’s ability to deliver a high-quality, customer-
focused service.  The closure of many police stations across the country, is perhaps symbolic 
of the decline in the service-ethos emphasised via neighbourhood policing (for discussion see 
Millie, 2012; Smith and Somerville, 2013).  The Mayor of London’s Police and Crime Plan 
2013-2016 (MOPAC, 2013), outlined plans that have led to the eventual closure of almost half 
of the MPS’ police stations. Whilst the need for police forces to operate more efficiently and 
deliver cost-savings is clear, the closure of local police stations represents a loss of police 
accessibility and visibility, core features of the universal neighbourhood model that emerged 
in the mid-2000s (Higgins, 2018; Millie, 2012; Quinton and Morris, 2008; Smith and Somerville, 
2013).  
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The immediate and longer-term future of neighbourhood policing is unclear. Recent 
guidelines on neighbourhood policing published by the College of Policing (2018) have sought 
to provide clarity on the features and purpose of neighbourhood policing, noting the need for 
forces to be accessible and responsive to communities and work collaboratively with them to 
solve local problems. However, critics have argued that this guidance ‘is insufficient to prevent 
forces from deprioritising proactive neighbourhood work, when faced with competing demands 
and limited resources’ (HASC, 2018:21). Question marks also remain as to how 
neighbourhood policing will evolve in-line with a growing focus on counter-terrorism demands 
and new requirements facing the service in relation to online and ‘cyber’ crime (see Ransley 
and Mazerolle, 2009; Rogers, 2017; Thomas, 2016).  
2.4 Chapter summary 
This chapter has discussed how the evolution of service-model policing in England can 
be understood primarily as a response to a widening gap between a ‘police-centric’ police 
service and the public, and subsequent calls to improve the effectiveness and legitimacy of 
policing throughout the mid-late twentieth century (Bullock, 2014; Reiner, 2010; Savage, 
2007a). In a turbulent and fast-changing social and political landscape, service-model policing 
has fused with successive governments’ active citizenship policies and overt attempts to give 
local communities more involvement and a better say over the provision of public services 
(Bullock, 2014; Bullock and Sindall, 2014; Holdaway, 2013; Jones et al. 2011; Lister, 2013).  
Neighbourhood policing itself gained prominence in the mid-2000s, identified as a 
strategy to help facilitate collaborative problem-solving aimed at reducing crime and building 
the public’s confidence in policing (Quinton and Morris, 2008). Crucially however, under 
conditions of government reform and austerity, neighbourhood policing has been subject to 
diversification and fragmentation (Higgins, 2018), and its future is by no means clear. In 
relation to this thesis, how these contextual conditions might shape police officers’ attitudes 
toward neighbourhood policing and wider commitment to their role in society is crucial, a line 
of inquiry that will be explored further in the analysis that follows. Drawing on past studies, 
focus in the next chapter turns to examining the cultural and structural factors that might 
influence officers’ attitudes toward neighbourhood policing and commitment to their role in this 
changing landscape. In so doing, the next chapter outlines important gaps in the existing 
literature that this thesis will help to fill.  
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Chapter 3. The cultural and organisational underpinnings of police 
officers’ job attitudes: a review of the existing literature 
3.1 Introduction 
The previous chapter documented the emergence and evolution of service-model 
policing in England and Wales. It established that the shift toward service-model policing and 
associated re-presentation of citizens as customers (most recently in the form of 
neighbourhood policing) can be understood broadly as an outcome of social, economic and 
political change in the landscape surrounding policing, not least the recurring political narrative 
to bring citizens to the heart of public services (Bullock, 2014; Bullock and Johnson, 2017; 
Loader, 1999; Loftus, 2009; Westmarland, 2016). Through an exploration of the existing 
literature, the focus of this chapter is to examine the cultural, organisational and contextual 
factors that might affect officers’ attitudes toward neighbourhood policing and wider 
understanding of, and commitment to, their role.   
This chapter begins by examining some of the ‘core characteristics’ of police culture 
(Reiner, 2010) and the extent to which these might be undermining the priority officers afford 
to neighbourhood policing. This includes officers’ thirst for action; their solidarity and isolation; 
an ‘us versus them’ outlook, and suspicion and cynicism toward citizens (Cockcroft, 2013; 
Loftus, 2009; Myhill and Bradford, 2013; Reiner, 2010; Skogan, 2008 Waddington, 1999). It 
then turns to identifying two key limitations with the literature on police culture. First, it 
highlights the need for more empirical research to examine the variations and fluidities that 
exist in officers’ outlooks by way of challenging traditional conceptualisations of a monolithic 
police culture (see for example Charman, 2017; Cockcroft, 2013; Fielding, 1988 and 1994; 
Loftus, 2009; McCarthy, 2013; McLaughlin, 2007; Paoline, 2004). Second, it presents 
evidence which suggests that sociological understanding of police culture predates some key 
developments and changes in the policing landscape (also see Charman, 2017; Cockcroft, 
2013; Loftus, 2009), including the emergence and evolution of neighbourhood policing, 
changes to the composition of police workforces and sustained period of government cuts and 
policing reform (see also Charman, 2017; HASC, 2018; Holdaway, 2017; Millie, 2013). 
Providing a platform on which to empirically examine the multitude of factors shaping police 
attitudes toward service-model policing, the second half of this chapter turns to consider the 
key organisational and wider contextual factors that previous studies suggest can have an 
important bearing on officers’ service orientation. These include specialisation opportunities 
and the composition of neighbourhood teams; training; performance measurement systems; 
perceptions of organisational justice; mission ambiguity and austerity.   
43 
 
3.2  Police Culture 
The chapter starts by considering how police culture might influence officer 
commitment to neighbourhood policing and attends to embed customer focus within the 
service. Police culture, it has been argued, ‘is a useful concept in understanding many facets 
of policing from learning the ropes, day-to-day functioning, investigating forms of police 
deviance, keeping the police accountable, and the success of reform efforts’ (Paoline, 2003: 
200). As Holdaway (1983: 2) argues, ‘a residual core of beliefs and values, or associated 
strategies and tactics relevant to policing, remains a principal guide for the day-to-day work of 
the rank-and-file officer’. And the rank and file officer, according to Reiner (2000: 86) is ‘the 
primary determinant of policing where it really counts: ‘on the streets’. For this reason, it is 
paramount that the concept of police culture and its utility for understanding officers’ attitudes 
toward neighbourhood policing and serving the public as customers is considered.  
3.2.1 Police culture(s): definitions and core characteristics 
Police culture has been defined as ‘the values, norms, perspectives, and craft rules’ 
that inform the conduct of officers, helping them cope with the pressures and tensions they 
face whilst carrying out the role they are mandated to perform’ (Reiner, 2000:87). Several 
authors have argued that occupational cultures are a chief source of resistance to innovation 
and reform within police forces, particularly when that change is associated with service-model 
policing, given that police officers regard themselves primarily as ‘thief-takers’ (see for 
example Loftus, 2009; Lurigio and Skogan, 1994; Manning, 1977; McCarthy, 2013; Reiner, 
2010; Skogan, 2008; Waddington, 1999). It was the ‘classic’ police ethnographies spanning 
the mid-late twentieth century,  conducted by scholars in America and Britain (see Banton, 
1964; Cain, 1973; Reiner, 1978; Skolnick, 1966; Punch, 1979a; Holdaway, 1983; Fielding, 
1995), that lifted the lid on the previously secretive world of policing. This wave of influential 
ethnographers identified salient cultural themes within police dispositions and practice (Loftus, 
2009). These include the aforementioned strong sense of ‘mission’; a thirst for action; 
machismo; police solidarity; isolation from and suspicion toward the public. These have since 
come to be known as the ‘core characteristics’ of police culture (Reiner, 2000), and as Loftus 
(2009: 8) poses, ‘appear to be so timeless that they have today assumed the status of 
something approaching sociological orthodoxy’.  The thesis now turns to consider key core 
characteristics of police culture. That is, officers’ preference for action; their solidarity and 
isolation; an ‘us versus them’ outlook and inherent suspicion – the dominant cultural themes 
that are said to have undermined service based reform initiatives (Charman, 2017; Loftus, 
2009; Myhill and Bradford, 2013; Reiner, 2010; Skogan, 2008). 
44 
 
3.2.2 A preference for action and fighting crime  
A preference for action and fighting crime might explain why police officers have 
resisted service-model policing. Studies have shown that police officers typically define their 
role predominantly in terms of fighting crime, and subsequently seek out and prioritise work 
that they consider to be exciting and full of action (Cain, 1973; Cockcroft, 2013; Cosgrove and 
Ramshaw, 2015; Fielding, 1988 and 1994; Holdaway, 1983; Loftus, 2009; Manning, 1977; 
McCarthy, 2013; Myhill and Bradford, 2013; Reiner, 2010; Skogan, 2008). Officers’ fixation 
with crime and action seems to endure, despite the wealth of empirical evidence to suggest 
that police work extends far beyond fighting crime and is generally relatively mundane in 
nature (see for example Reiner, 2010; Loftus, 2009; Manning, 1977).  Indeed, that there is a 
division between presentations of the police as crime-fighters engaging in high-octane work 
and the more mundane, service based reality of daily police work has become something of 
an established fact within police studies (see for example Cockcroft, 2013; McLaughlin, 2007; 
Reiner, 2010). Rather, the police role has been invariably characterised as the ‘peace officer’ 
(Banton, 1964), the ‘Secret Social Service’ (Punch, 1979) and the ‘Philosopher, Guide and 
Friend’ (Cumming et al., 1965). Subsequently, as Waddington (1999: 117) argues: ‘There is 
little doubt that the occupational self-image of the police is that of “crime-fighters” and this not 
just a distortion of what they do, it is virtually a collective delusion’.   
Police officers’ subscription to a crime-fighting image ultimately means that the non-
coercive aspects of police work such as community engagement and collaborative problem-
solving, key features of neighbourhood policing (College of Policing, 2018; Quinton and Morris, 
2008; Turley et al., 2008), seem to maintain a subsidiary status as they are seen as departing 
from what is perceived to be the ‘proper’ police work (see for example Cain, 1973; Davies and 
Thomas, 2008; Holdaway, 1983; Fielding, 1994 and 1995; Loftus, 2009; Manning, 1977; 
McCarthy, 2013; Reiner, 1978 and 2010; Waddington, 1999; Westmarland, 2016). Reiner 
(1978) revealed that police were generally dismissive of the idea of performing a necessary 
social function, and instead narrowly conceived crime control as the ‘proper’ role of the police. 
To quote one uniformed constable from Reiner’s study (1978: 215): ‘This idea of performing a 
public service is a load of codswobble as far as I’m concerned’. More recently, Loftus (2009: 
92) observed an under swell of negativity amongst officers toward the customer service 
language associated with neighbourhood policing, to quote one constable: ‘We’re not f*cking 
Sainsbury’s [large supermarket chain]’.   
Some previous research has shown that because community police officers are not 
perceived to be conforming to the masculine pursuits of action and thief-taking by those in 
specialist units, they are not afforded the status of ‘proper’ police officers (Fielding, 1995; 
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Holdaway, 1983; Loftus, 2009; Waddington, 1999).  Instead they are ‘universally prone to 
marginalisation within and subversion by the remainder of the police organisation’ 
(Waddington, 1999: 212). As Fielding (1995: 10) explains, ‘the internal prestige of a segment 
of the police organisation is enhanced the more directly its mission is associated with crime 
control’. Fielding (1995: 79) goes on to explain that uniformed constables engaged in 
community police work in the Metropolitan Police ‘are well aware that they invest time in what 
other officers’ regard as rubbish’. In her ethnographic study, Loftus (2009:93) found that 
officers involved in community police work were referred to as ‘station cats’ or the ‘tea and 
sympathy brigade’. There is some evidence to suggest that this low status can have 
consequences for those officers involved in service-oriented policing. As Manning (1977: 118) 
argues:  
‘The routine service functions produce little self-esteem and may, in fact, contain risks to the 
policeman’s dignity (for example, directing traffic, settling a domestic dispute, returning a 
juvenile home after a curfew).’  
Davies and Thomas (2008: 634-635) found that officers engaged in community oriented police 
work tend to emphasise the ‘thief-taking’ aspects of this approach that is more ‘closely aligned 
with traditional ideas of real policing’, simultaneously distancing themselves from the ‘pink and 
fluffy’ imagery sometimes associated with neighbourhood policing. 
It follows that officer’s dominant crime fighter perspective continues to be identified as 
a barrier to fostering support for, and successfully implementing service models that seek to 
involve citizens in police work (Bullock, 2014; Myhill and Bradford, 2013; Skogan, 2008). As 
Skogan (2008: 26) reminds us: ‘Police would prefer ‘to do what they signed up for’ – usually a 
combination of crime-fighting and emergency service’. Demonstrating this, research has even 
found that officers use a variety of tools and techniques – including humour, storytelling and 
technology – to mask the mundane reality of their work and fuel their hunger for action and 
crime (Charman, 2017; Cockcroft, 2013; Davies and Thomas, 2008; Fletcher, 1996; 
Holdaway, 1983; Loftus, 2009; Waddington, 1999). Holdaway (1983: 54), for example, 
observed how even ‘The slow and boring aspects of routine police work are speeded up into 
fast, action-orientated sequences of events by using the technology of unit beat policing, 
particularly cars and radios’.  Loftus (2009:91) found that despite taking up most of their time, 
‘attending incidents which involved a service element were not considered authentic policing 
experiences. Incidents which failed to conform with dominant conceptions of ‘proper’ police 
work were accorded an inferior status within officers’ sense of a crime hierarchy’.  
Police officers’ thirst for action and crime-fighting has clear linkages with the 
characteristic of machismo that infuses the police identity (Fielding, 1994; Loftus, 2009; 
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McCarthy, 2013; Reiner, 2010; Waddington, 1999). Several scholars have acknowledged that 
police culture is intrinsically masculine, celebrating aggression; toughness; physical action; 
competitiveness and conflict, values which according to Fielding (1994: 47) ‘may be read as 
an almost pure form of ‘hegemonic masculinity’. As McCarthy (2013: 261) points out, the 
dominance of this masculine model of policing associated with crime-fighting has meant that 
‘soft’ policing ‒ which he described as an amalgam of activities which include supporting and 
mentoring young people ‘at risk’ of crime and building community trust relations ‒ ‘has been 
frequently treated with animosity amongst police officers’. This raises further questions about 
the extent to which the job attitudes of officers are suitably aligned to the values and philosophy 
of neighbourhood policing. However, Charman (2017:193) presents some evidence to 
suggest that the ‘macho’ characteristic of police culture emphasising physical strength and 
authority/power might be in decline. The officers’ in her study displayed greater recognition for 
good communication and empathy/understanding, skills which align with the community 
engagement and collaborative problem-solving principles of neighbourhood policing.    
3.2.3 Solidarity and isolation 
 Two further salient and interrelated features of the police culture that might help explain 
how officers’ make sense of their work, and indeed their attitudes and commitment to service-
model policing, are solidarity and social isolation (see Cain, 1973; Cockcroft, 2013; Manning, 
1977; Paoline, 2003; Reiner, 2000; Skolnick, 1966).  As Cockcroft (2013: 58) explains, these 
two characteristics of the cultural world of the police officer ‘continue to play an integral role in 
the framework of beliefs that informs their relationships not only with other officers but also 
with the public’.  
Skolnick’s (1966) pioneering depiction of the police officer’s ‘working personality’ helps 
us understand the source of these twinned cultural features, and thus provides a useful 
starting point for developing this discussion. Skolnick argued that officers encounter great 
difficulty in forging relationships with wider society due to the features of their role. Notably, 
their position as visible symbols of authority, the underlying risk of danger they face, and the 
pressure exerted on them to be efficient in reducing crime. As a result, police officers instead 
invest heavily in their relationships with colleagues: ‘Set apart from the conventional world, the 
policeman experiences an exceptionally strong tendency to find his social identity within his 
occupational milieu’ (Skolnick, 1966: 52). Reiner (2000: 91) also remarks on officers’ social 
isolation, noting that ‘police officers report difficulties in mixing with civilians in ordinary social 
life. These stem from shift-work, erratic hours, difficulties in switching off from the tension 
engendered by the job, aspects of the discipline code, and the hostility or fear that citizens 
may exhibit to the police’.  More recently, Loftus (2009) observed a heightened sense of 
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alienation from the public amongst serving officers, a feeling intensified by the hostility and 
danger embedded in police work. Charman (2017) also found that most police officers become 
increasingly aware over the early years of their career that the nature of the job can result in 
officers feeling isolated from the social environment in which they operate.   
The theme of social isolation is inextricably linked to the concept of police solidarity. 
According to orthodox accounts of policing, the external pressures of the working environment 
have a unifying effect on police officers (Cockcroft, 2013; Loftus, 2009; Reiner, 2000). For 
instance, when officers feel threatened, it is said solidarity within the occupation is reinforced, 
triggering a corresponding rise in isolation from the public (Cockcroft, 2013).  On the one hand, 
the positive dimensions of this bond should not be ignored. Solidarity can be beneficial to the 
organisation in that it produces a high degree of teamwork and loyalty, expressed through a 
willingness amongst officers to support one another in a ‘tight spot’ (Blair, 2009; Charman, 
2017; Loftus, 2009; Reiner, 2000). Reflecting on his early career as a police officer, former 
Commissioner of the Metropolitan Police, Sir Ian Blair (2009:60) recalls:   
‘As always, there are advantages in any situation and the great strengths that the police 
enjoyed from this insularity were those of teamwork and willingness to tackle any problem. Even 
on the wettest or the darkest of nights, a call over the radio that an ‘officer requires urgent 
assistance’ would empty the canteen and divert other officers to the scene from almost any 
task. The sense that your mates would come through hell and high water was palpable and 
was also necessary.’ 
Charman (2017) found that solidarity was the characteristic referred to most by recruits upon 
joining the police organisation to help them counteract the many pressures of police work that 
they experience. 
Yet although this internal solidarity might act as a buffer against the dangers, 
uncertainty and unpredictability found in the occupational environment, police scholars have 
also drawn attention to its potentially negative connotations. Manning (1977), for example, 
noted how in-group solidarity and loyalty is intertwined with secrecy, a self-protection 
mechanism used by officers to help them maintain the edge and keep the public at distance. 
Similarly, Holdaway (1983:117) observed that police officers are part of a ‘web of trust’, which 
is reinforced through teamwork and secrecy. The solidarity and loyalty officers have to one 
another has potential consequences for the success of neighbourhood policing, given that its 
success depends on officers being accessible, responsive and working collaboratively with 
citizens (see for example Bullock, 2014; Cosgrove and Ramshaw, 2015; Myhill, 2006).  As 
Myhill and Bradford (2013:343) warn: ‘In its most extreme manifestation, the in-group 
mentality, might cause officers to question one of the fundamental principles underpinning UK 
policing: that the police are the public and the public are the police’. Advocates of service-
48 
 
model policing might then be encouraged by evidence suggesting a decline in the bonds of 
solidarity and so-called ‘blue code of silence’ that stem from social isolation, in part attributable 
to changing conceptions of policing as a ‘job for now’ rather than a ‘job for life’ (Charman, 
2017:332). Charman (2017) also found that solidarity is not universally shared across the 
police organisation, or even within individual police stations 
3.2.4 Us versus them 
Adding to concerns about the extent to which the dominant cultural attitudes of police 
might undermine service-model policing, it is said that the interlinked characteristics of 
isolation and solidarity ultimately combine to expedite the growth of an “us” (the police) versus 
“them” (the public) disposition (Charman, 2017; Cockcroft, 2013; Loftus, 2009; McLaughlin, 
2007; Reiner, 2010; Waddington, 1999). As McLaughlin (2007: 55) explains, police officers:  
‘expect to be viewed by many members of the public as uniforms rather than as individuals and 
to be routinely called ‘pigs’ and ‘the filth’ by some sections of society. In order to do their job, 
officers must in turn depersonalise the public, categorising them into those deemed to be 
deserving of police help and the ‘others’, the ‘toe-rags’, ‘slags’, ‘scrotes’, ‘scum’ and ‘animals’’.   
In a recent study, Charman (2017: 283-284) found that the process of categorising people into 
‘in-groups and out-groups’ endures as a cultural characteristic within policing, most observable 
in a delineation between ‘deserving’ and ‘underserving’ victims.   
The literature suggests that the distinctions that officers make ‘between types of ‘them’ 
(as well as of ‘us’)’ (Reiner, 2000: 92) can guide their occupational outlooks and ultimately the 
type and quality of service that the public receive (see also Charman, 2017; Loftus, 2009). 
This can result in the economically marginal and politically powerless groups at the bottom of 
the social hierarchy being subject to a different style of policing than those closer to the top of 
the social hierarchy (Loftus, 2009; Reiner, 2000). For example, in her ethnography Loftus 
(2009:167-168) argues that working with the economically marginal ‘enabled officers to 
achieve an authentic policing experience as crime-fighters’. In contrast, when officers were 
engaged in work with those considered more affluent and ‘respectable’, they did so ‘with a 
robust service outlook’. Consistent with this, in her ‘classic’ ethnographic study – Society and 
the Policeman’s Role – Cain (1973) revealed that the defining elements of the occupational 
culture are strong in areas where officers’ integration with the community is weakest. Whereas 
officers in rural locations were more integrated into the communities they served, officers in 
urban locations were inward facing and firmly subscribed to a law enforcement model of 
policing. This literature indicates that officers’ cultural outlooks are subject to variation 
according to the social settings and conditions within which they operate (Charman, 2017; 
Loftus, 2009; Manning, 1977; Reiner, 2000).  
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3.2.5 Suspicion and cynicism 
Because of the danger and uncertainty associated with police work, police officers are 
inherently suspicious (Charman, 2017; Cockcroft, 2013; Loftus, 2009; Paoline, 2003; Reiner, 
2010; Skolnick, 1966; Waddington, 1999). Suspicion, a characteristic police officers 
themselves are often unashamedly aware of (Cockcroft, 2013), can be understood as a 
product of both the intrinsic conditions of police work and the training officers receive 
(Charman, 2017; Loftus, 2009; Reiner, 2010). In his review of the now voluminous literature 
on the police and policing, Waddington (1999: 101) highlights that individual officers are alert 
to anything remotely suspicious: ‘Police view the world through a perceptual lens that is 
selectively attuned to incongruities that would escape the rest of us but might be indicative of 
something amiss’. Loftus (2009: 123) also observes how suspiciousness has endured as a 
salient feature of the cultural world of the police officer, positing that it is ‘analogous to a sixth 
sense or instinct’. Charman (2017) provides evidence to suggest that whilst ‘being suspicious’ 
does not get trained in formal training programmes, it is learnt in the field and recognised as 
an increasingly important trait as officers serve more time in the job.   
A key area where police suspicion can be observed is in officers’ cynicism toward 
citizens (see Charman, 2017; Cochran and Bromley, 2003; Loftus, 2009; Paoline, 2003 and 
2004; Reiner, 2010; Skogan, 2008; Waddington, 1999), particularly those from disadvantaged 
minority groups (Chan, 2003). As Banton (1964: 144) remarks: ‘The police officer is frequently 
a critic of society; through what he sees in the courts, as well as on the beat, he is in an 
unparalleled position to observe the machinery of society in operation’.  In her more recent 
longitudinal study, Charman (2017:276) found that ‘100% of police recruits agreed or strongly 
agreed with the statement that ‘police officers are often sceptical and cynical within the context 
of their work’.  It may follow that police cynicism is also directed toward new policing strategies 
that champion citizen-involvement in policing, like neighbourhood policing (Bullock and 
Leeney, 2013; Cockcroft, 2013; Crank, 1998; Davies and Thomas, 2008; Holdaway, 2013 
McCarthy, 2013; Loftus, 2009; Lurigio and Skogan, 1994; Reiner, 2010; Skogan, 2008; 
Waddington, 1999). This is captured by Skogan (2008: 26), who explains that rank-and-file 
officers are ‘particularly hostile to programs that threaten to involve civilians in defining their 
work or evaluating their performance. They do not like civilians influencing their operational 
priorities or deciding if they are effective’. The cynical and suspicious outlooks of police officers 
might then be considered incongruent with the customer-focused objectives that underpin 
neighbourhood policing. Interestingly, the cynical disposition of officers is a trait that is said to 
deepen as their length of service increases (Banton, 1964; Gould, 1997; Kuo, 2014), resulting 
from prolonged exposure to the conditions of the occupational environment (Paoline, 2003; 
Skolnick, 1966). More research is needed to understand how cynicism and suspicion 
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manifests in officers’ outlooks according to their rank, role and length of service in the 
organisation and subsequently, how this shapes their service-orientation.   
Officers’ cynicism can extend to create and reproduce inter and between-rank conflict. 
Cynicism toward innovative strategies like neighbourhood policing is heightened by the more 
general cynicism ‘street cops’ hold toward ‘management cops’ and the reform they espouse, 
borne out of the view that those at more senior ranks are out of touch with the realities of 
frontline policing (Cordner, 2017; Loftus, 2009; McLaughlin, 2007; Reuss-Ianni and Ianni, 
1983; Reiner, 2000; Waddington, 1999).  Reflecting the archetypal ‘rigid in-group out-group 
distinctions’ within police forces (Fielding, 1994:46), it is said that officers habitually display 
suspicious and cynical behaviours toward new occupational members who they perceive to 
be a danger to the existing group solidarity (Paoline, 2003). This finding has resonance in the 
current era, given the changes that have occurred, and are occurring, in the composition and 
professionalisation of the police workforce (see also Charman, 2017; Fielding, 2018; 
Holdaway, 2017; Loftus, 2009; Tong, 2017). Illustrating this, amidst renewed aims and claims 
to police professionalisation (Holdaway, 2017), the College of Policing has introduced ‘Direct 
Entry’ points into police forces at the ranks of Inspector and Superintendent13. More recently, 
the College of Policing has established a national framework for raising educational standards 
in policing in the form of the Police Educations Qualification Framework (PEQF). More 
research is needed to examine the potential impact of these development on policing cultures, 
and the potential of the professionalisation agenda to mobilise support for service-model 
policing. Charman (2017: 272) for example, identifies a ‘#newbreed’ of officers who are joining 
the service, individuals with a strong service orientation who are challenging the existing 
characteristics such as ‘the blue code of silence’ and ‘crime-fighting’.   
Having considered the core characteristics of policing cultures and how these might 
shape officers’ alignment to service-model policing, this section now turns to discuss the 
limitations with the existing literature and also sounds a note of caution regarding the concept.  
3.2.6 Police culture(s): limitations, contradictions and fluidities  
Paving the way for further inquiry, it is important to note that the concept of police 
culture is a contested one and there remain some important gaps in the existing literature. 
First, several scholars have argued that the complexities and fluidities of police culture have 
been too readily ignored in the sociological literature (Cockcroft, 2013; Cordner, 2017; 
Fielding, 1994; McCarthy, 2013; Paoline, 2003 and 2004).  It follows that orthodox accounts 
 
13 An evaluation of the Direct Entry programme is due to published by the College of Policing in November 2019.  
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of police culture based on ethnographic research, and the idea that police culture is monolithic 
and unchanging, have remained broadly unchallenged (Cockcroft, 2013; Paoline, 2004; 
Reiner, 2010). This is despite the warnings of scholars who have drawn attention to the 
differences that typically characterise police officers’ occupational outlooks (see for example 
Fielding, 1994; Holdaway, 1983; McLaughlin, 2007; McCarthy, 2013; Paoline, 2003 and 2004; 
Reiner, 2000; Reuss-Ianni and Ianni, 1983). For example, drawing on data from covert 
observations inside a British police force, Holdaway (1983: 2) identified that officers do not 
share the occupational culture, or what they would term ‘common sense’, in equal measure. 
Fielding (1988: 157) observed that, ‘the’ police occupational culture ‘is actually many 
subcultures; nuances and colourations arise from regional differences, differences of ambition, 
divergent perceptions of the police mission, varying experiences of the organisation, and so 
on’.  McLaughlin (2007:57) argues that these cultural differences are most evident between 
‘street cops’ and ‘management cops’; college graduates and old school cops; detective and 
uniformed officers; officers attached to specialist operational units and neighbourhood-based 
officers’. The variation in the cultural responses of officers, according to Reiner (2000: 106), 
can be attributed ‘to structural factors like their role in the organisational division of labour, 
their own demographic background, and their individual personalities and interpretations’.  
Previous studies suggest that the contradictions and fluidities of police culture, 
conceptualised by McLaughlin (2007: 57) as the ‘copper versus copper’ dynamics playing out 
inside police organisations, can be observed in officers’ support for service-model policing. 
For example, it has been argued that senior ranking officers (i.e. ‘management cops’) are more 
likely than those in junior ranks (i.e. ‘street cops’) to espouse service-model policing (Cordner, 
2017; Reiner, 2010). This can be attributed to the pressures put on them by governmental 
elites and their more pressing concerns with matters of accountability and externally held 
perceptions of the police organisation (see Cockcroft, 2013; Cordner, 2017; Fielding, 1994; 
Paoline, 2004; Reiner, 2010; Reuss-Ianni and Ianni, 1983; Westmarland, 2016). The 
variations and contradictions in officers’ attitudes toward neighbourhood policing will form a 
central line of inquiry throughout this thesis. In doing so, this study will make an important 
contribution to the research on police officers’ cultural attitudes.  
A second major limitation with the literature on police culture is that much of it predates 
the changes that have taken place within policing contexts in recent times (Charman, 2017; 
Cockcroft, 2013; Loftus, 2009). This includes the widespread adoption of neighbourhood 
policing, changes to the composition of the police workforce (also see Charman, 2017; Foster, 
2003; Home Office, 2018; Loftus, 2009; McCarthy, 2013; Paoline, 2003), and more recently a 
sustained period of government cuts in funding of the police, expansion of the policing task 
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and reforms to police pay and conditions (HASC, 2018; Holdaway, 2017; Millie, 2013; Millie 
and Bullock, 2013). To quote Charman (2017:4): ‘the structural conditions in which police 
officers operate have changed immeasurably, ever since the turn of the century.’ It follows that 
scholars, including Charman (but also see Cockcroft, 2013; Loftus, 2009; Paoline, 2004) have 
noted a need to refresh sociological understanding about how police officers themselves 
understand, experience and define their role in society, highlighting the timeliness of the 
current study. As Loftus (2009: 90) argues: ‘In the current context where traditional 
conceptions of policing are being challenged, an exploration of officers’ understanding of their 
role is paramount’. Cockcroft (2013: 108) notes a more general ‘ineffectiveness of sociological 
models in adequately accounting for the impact of social change on policing’.  
Some scholars have argued that the significant developments and changes that have 
occurred within policing contexts, particularly the adoption of service models like 
neighbourhood policing and changes to the make-up of police workforces (i.e. the recruitment 
of more women, graduates and officers from Black, Asian and Minority Ethnic backgrounds), 
have the potential to ‘disrupt’ the dominant themes of police culture identified by orthodox 
ethnographic accounts (Charman, 2017; McCarthy, 2013; Paoline, 2004). To quote Paoline 
(2004: 206), considering these changes ‘we might expect even more fragmentation, the nature 
of which should be examined for a more sophisticated understanding of police culture’. 
Charman’s (2017) longitudinal research on the experiences of new recruits to a police force 
in England provides evidence to suggest that the cultural narratives of new recruits are 
contributing to the dilution of the traditionally dominant outlooks. According to Charman, new 
recruits adopt the identity of a ‘problem-solving communicator’ (2017:272), giving rise to new 
cultural characteristics such as the ‘blue code of self-protection’, ‘compassion’ and 
‘communication’ (2017:339).  
Further exemplifying the disruptive potential of the changes that have occurred in the 
composition of police forces, some previous studies have reported that in comparison to their 
male colleagues, women officers tend to be more open-minded and optimistic toward the 
social service aspects of police work (e.g. community engagement, safeguarding) that extend 
beyond law enforcement (see Lord and Friday, 2008; McCarthy, 2013; O’Neill and McCarthy, 
2012). Strengthening calls for a more nuanced understanding of police culture, McCarthy 
(2013) argues that women officers are in fact highly active and at times subversive in terms of 
enacting and selling the organisations service role. Research also suggests that the graduates 
entering policing have a stronger orientation toward neighbourhood policing and customer 
service, relative to a comparison group of non-graduate officers (Hough and Stanko, 2018; 
Yesberg et al., 2016; Yesberg and Dawson, 2017). This thesis will help further understanding 
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about the variation that exists in police officers’ sub-cultural attitudes and the potential of 
workforce reform to alter the course of officers’ occupational perspectives.  
It is also important to draw attention here to recent evidence (especially Loftus, 2009) 
that shows that some of the key dimensions of police culture painted by ethnographic research 
through the mid-late twentieth century remain remarkably durable. For example, noting the 
tenacity of cultural themes, Loftus (2009: 193) concludes that whilst ‘the police organisation is 
an environment where new cultures are emerging to challenge old ones’, it ‘would be 
erroneous to overstate the extent to which these new emerging cultures have displaced the 
hegemonic police culture’. Gould (1997: 354) also notes the stubbornness of police culture 
using the example of workforce diversity: ‘It should be remembered that the teaching of cultural 
diversity also means the “unteaching” of some already existing culturally insensitive attitudes 
and behaviours’. Other scholars have argued that the key dimensions of police culture remain 
mostly intact because the basic pressures and conditions associated with the police role 
endure. This includes the need for police to remain independent of the public to exert their 
authority and uphold the law (Bullock, 2014; Herbert, 2006; Loftus, 2009; Reiner, 2010). 
Reiner (2010: 137) argues that the core order maintenance and law enforcement roles of the 
police yield ‘a typical cultural pattern, albeit with variations around it’. Of relevance to the 
current study, Bullock (2014: 232), remarks on the ‘herculean effort’ that would be required to 
move officers’ dominant occupational perspectives away from fighting crime, a warning that 
the organisational and operational complexity and basic requirements of police work might 
always serve to moderate officers’ appetite for neighbourhood policing. This thesis sheds 
further light on this organisational and operational complexity that may function to undermine 
the implementation of neighbourhood policing.  
3.3 The organisational and contextual factors shaping officers’ outlooks 
Whilst there is much research evidence to suggest that the occupational outlooks of 
police officers might be incongruent with service-model policing (Lurigio and Skogan, 1994; 
Myhill and Bradford, 2013; Skogan, 2008), consideration must also be given to the 
organisational and contextual factors that lie beyond, yet interact with, the key components of 
police culture. We know from previous studies that officers’ attitudes and commitment to 
service-model policing can be shaped by a range of organisational factors (see for example 
Chappell, 2009; Higgins, 2018; Skogan, 2008) including specialisation opportunities and the 
composition of neighbourhood policing teams; training provision; performance indicators; 
perceived organisational justice and mission ambiguity. Previous studies indicate that officers’ 
cultural attitudes are also closely linked to the wider social, political and economic landscape 
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in which policing is situated (see Charman, 2017; Cockcroft, 2013; Loftus, 2009; Reiner, 
2000). This chapter now turns to consider each of these factors in turn.   
3.3.1 Specialisation opportunities and the composition of neighbourhood teams  
There is much evidence to suggest that many officers regard their time in community 
policing merely as a stepping stone for promotion and have an urge to move quickly to 
response, detective, specialist or other non-uniform roles (see Fielding, 1988 and 1995; 
Hamilton-Smith et al., 2014; Higgins, 2018). Consistent with this, a recent survey of MPS 
officers (Fenn, 2015), revealed the lack of prestige afforded to neighbourhood policing as a 
possible career path amongst new recruits relative to other ‘specialisms’. When questioned 
during their induction week about what their aspirations were for their career as a police officer, 
39 per cent of the recruits indicated that they aspired to working at the Chief Officer rank; 16 
per cent aspired to becoming a senior leader; 17 per cent wanted to hold a detective role and 
21 per cent a specialist role. The key point to highlight here is that none of the recruits 
expressed a desire to extend their career as a uniformed neighbourhood officer beyond their 
probation period. This might be attributed to the fact that first, as discussed above, 
neighbourhood policing has found little room for expression within the occupational culture 
(Fielding, 1994; Waddington, 1999). Second, there is evidence to suggest that neighbourhood 
policing has ‘failed to gain formal recognition as a “specialism’’ and is relatively 
underappreciated compared to other specialist functions (Higgins, 2018: 4). The ‘careerist 
concerns’ (Fielding, 1995: 62) of officers and lack of recognition for neighbourhood policing as 
a professional and credible career path seemingly presents a clear challenge to its 
implementation and continuity (Higgins, 2018).  
There is also evidence from past studies to suggest that the composition of 
neighbourhood teams might hamper the application and quality of neighbourhood policing 
(Fielding, 1995; Hamilton-Smith et al., 2014; Higgins, 2018; MPS, 2015). A recent review of 
neighbourhood policing in the MPS revealed that almost a third (32%) of the officers deployed 
to local policing teams in London are student officers with less than two-year’s experience, 
and almost half (49%) have less than four-year’s experience (MPS, 2015). This is despite a 
wealth of evidence suggesting that it takes a considerable amount of time for officers to get to 
know their patch and develop the necessary skills to deal with the public (see especially 
Fielding, 1995). According to a Chief Superintendent at the main site of Fielding’s (1995: 67) 
ethnographic research ‘the necessary qualities [to deal with members of the public] equated 
to those of police constables with fifteen years’ service’.  Likewise, a community police 
constable remarked: ‘I’ve been here twelve months and it will be a lot longer before I really 
have the trust of the community. It’s coming. A lot of people talk to me now whereas before 
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they wouldn’t. It takes a long, long time’ (Fielding, 1995: 78). It has been argued that the 
tendency for new recruits to be placed in neighbourhood roles and tendency for officers to 
move quickly into response or specialist roles is having a detrimental effect with regards to the 
passing on of knowledge and skills (Hamilton-Smith et al., 2014). Thus the composition of 
neighbourhood teams might be a potential barrier to the effectiveness and status of 
neighbourhood policing.  To quote Higgins (2018:4), neighbourhood policing ‘can be 
undermined by inappropriate postings, low base-line skills and a lack of professional status’. 
3.3.2 Training 
Whilst the evidence-base on the volume, quality and effects of police training remains 
limited (Fielding, 2018; Skogan et al., 2015), particularly in a fast-changing landscape of 
professionalisation (see also Holdaway, 2017; Wood and Tong, 2009), the empirical research 
that does exist ‘has consistently shown that despite the movement toward community policing, 
training has been slow to catch-up’ (Chappell, 2009: 10). For example, tracking a sample of 
recruits through their training, their two-year probationary period, and their first year of service 
in a British force, Fielding (1988) identified that not only was recruit training too short, it was 
palpably weak in terms of equipping officers with the necessary interpersonal skills and 
competencies required to perform such a vulnerable role. As a result , during the early stages 
of their career, police officers are left to develop their skills on the streets and become 
dependent on using ‘common sense’ to make up for the deficiencies in training (Fielding, 
1988). Charman (2017) found that the most commonly cited response amongst new recruits 
to the question about how they learn was through time ‘on the job’. This was attributed to the 
inability of classroom learning to reflect, and teach officers about, the variety of policing tasks 
and incidents that they are exposed to in the field.   
The quality and breadth of formal police training and learning has been well 
documented as a barrier to the successful implementation and delivery of service-based 
initiatives like neighbourhood policing (see Adams et al., 2002; Higgins, 2018; Skogan, 2008). 
Higgins (2018), for example, recently reported on the lack of formal training and absence of a 
professional body of knowledge for neighbourhood practitioners, identifying this as a barrier 
to the improvement and professional recognition of neighbourhood policing.  A problem not 
unique to police agencies in England and Wales. As Skogan (2008: 29) points out in his 
research with the US police:   
‘One important organisational function that often gets short-changed is training. Training is 
expensive and officers have to be removed from duty – or paid overtime- to attend. During the 
early 1980s, one Western city tried to run a neighbourhood-oriented program with no training 
at all; they hoped that officers (who were doing it as an overtime assignment) would guess what 
to do from the name of the project’.  
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Consistent with this, Adams et al. (2002) conducted a survey with police officers across 
multiple police agencies in the USA. They found that most officer training was devoted to law 
enforcement activities, and that subsequently training in and familiarity with the principles of 
service-model policing was wholly insufficient.  
A small body of evidence suggests that police officers’ attitudes toward service-model 
policing can be improved through the provision of quality training (for review see Fildes et al., 
2017). For example, an evaluation of the Police Now14 programme (see Yesberg et al., 2016; 
Yesberg and Dawson, 2017) suggests that a focus on equipping recruits with the skills they 
need to be most effective in neighbourhood roles (e.g. communication and partnership 
working) can help develop officers with favourable attitudes toward neighbourhood policing 
and the idea of serving the public as customers (see also Police Now, 2018). Equally, a 
randomised controlled trial conducted by Greater Manchester Police in partnership with the 
College of Policing (see Wheller et al., 2013), demonstrated that teaching officers a series of 
practical techniques and general communication and interpersonal skills can have a positive 
effect on the way officers approach their interactions with citizens. Officers who received the 
training reported a greater awareness of the need to listen and empathise with victims of crime 
than those officers who were not in the treatment group. Likewise, research by Skogan et al., 
(2015) found officers who received a bespoke procedural justice15 training package were more 
likely than a control group to endorse the importance of treating individuals fairly, showing 
dignity and respect, and giving them a voice.  
Yet whilst the benefits of training officers in the delivery mechanisms of neighbourhood 
policing are clear, the findings of some longitudinal studies have indicated that any early upturn 
in officers’ attitudes toward working with the public are likely to dissipate as officers are 
exposed to the work environment and organisational culture (see for example Fielding, 1988; 
Fildes et al., 2017; Haarr, 2001). Haarr (2001) reported on the positive benefits of a training 
academy on recruits’ attitudes to community and problem-solving policing, as well as on their 
problem-solving capabilities. But, tracking recruits experience over a 16 month period, Haarr 
(2001:427) went on to report ‘that the field training processes and organisational environments 
of the various police agencies’ involved in the study, ‘failed to reinforce the positive impact that 
 
14 Police Now is a charitable social enterprise that trains graduates to become neighbourhood police officers in some of the 
UK’s most challenged areas through a structured two-year leadership development programme. Police Now has established 29 
police forces in England and Wales (for further information about Police Now see Fenn et al., 2019). 
15 Procedural justice policing is an influential theoretical perspective that emphasises the importance of ‘quality’ and informal 
police-citizen interactions. A growing body of research shows that perceptions of police fairness are the basis upon which police 
legitimacy is formed, more so than public perceptions of police effectiveness. This underpins people’s willingness to comply and 
cooperate with the police (see for example Jackson et al., 2013; Mazerolle et al., 2013; Stanko and Bradford, 2009; Tyler, 2006; 
Tyler and Huo, 2002).  
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the training academy had on police recruits’ attitudes toward community policing and problem-
solving policing. A study of Australian officers by Fildes et al., (2017) found that procedural 
justice self-assessments are prone to fall substantially from the beginning of recruit training to 
the end of their training just six months later. More longitudinal research is needed in the 
context of British policing to understanding how officers’ attitudes toward service-model 
policing change across recruit training and over the course of their career as they are exposed 
to the operational realities of their role. By examining the effect of officers’ service length on 
their attitudes toward neighbourhood policing, this study will make a small contribution toward 
filling this knowledge gap. For now, it is reasonable to conclude that the training officers 
receive has some role to play in shaping their attitudes toward service-model policing and 
wider understanding of their role.    
3.3.3 Police performance measurement and individual recognition  
Despite the order maintenance and service functions that police officers are expected 
to perform in modern society, it has been well-documented that officer training, the creation of 
specialist units, and career advancement processes in the police organisation all serve to 
reinforce and reward the crime-fighting ethos (Cockcroft, 2013; Higgins, 2018; Holdaway, 
1983; Paoline, 2003). Likewise, traditional measures of police performance (such as arrests , 
recorded crime statistics, stop and search results and response times) are said to reward the 
coercive and response dimensions of police work, failing to prioritise or incentivise the 
community engagement and problem-solving activities associated with neighbourhood 
policing (see Bullock et al., 2006; Chappell, 2009; Cosgrove and Ramshaw, 2015; Fielding, 
1994; Gorby, 2013; Fielding and Innes, 2006; Holdaway, 1983; O’Neill, 2014). To date, the 
efforts of criminologists to demonstrate to practitioners that measures of crime ‘are better 
understood as artefacts of police practice rather than as valid and reliable measures of area 
crime levels’ (Fielding and Innes, 2006: 138) appear to have fallen on deaf ears. According to 
Holdaway (1983: 86), the crime focus of performance indicators serves to reproduce the core 
characteristics of the occupational culture, especially officers’ exaggerated sense of mission:  
‘Figures of arrest and charge become a thread that runs through all levels of policing; the butt 
end of this thread remains with the constable on the street. For him figures forge and strengthen 
the idea that policing is indeed concerned with the chaos implicit in the nature of things’.  
That police performance is typically measured in terms of figures of arrest and charge 
is somewhat incongruent with neighbourhood policing, given most of the time of officers’ in 
neighbourhood roles is (at least in theory) spent doing community engagement, longer-term 
problem-solving and crime prevention tasks (HMIC, 2008; Quinton and Morris, 2008). An 
arrest focused performance regime at an organisational level can track through to individual 
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performance and recognition systems (Chappell, 2009; HMIC, 2008).  This can result in a lack 
of formal recognition for neighbourhood officers for tasks such as community engagement, 
and in many ways suggests these service aspects of police work are not valued by the 
organisation relative to law enforcement (Chappell, 2009; Cosgrove and Ramshaw, 2015; 
McCarthy, 2013). Assessing the early implementation of neighbourhood policing across 
England and Wales, a report by HMIC (2008:11) found ‘a continuing emphasis on arrest or 
detection performance without sufficient emphasis on quality measures and similarly, on 
reward and recognition (for individual officers) for quality of service’. Adding depth to this 
argument, O’Neill (2014: 28) illuminates how crime-fighting remains the epitome of police work 
for those deployed in neighbourhood roles, including PCSOs, the face of neighbourhood 
policing in England and Wales:  
‘I spoke to several PCSOs who had received formal recognitions for outstanding performance. 
Most of these were not related to community engagement or for having the best range of social 
capital in a team. They tended to be awarded to PCSOs who assisted in capturing suspects in 
a dramatic way, who devised new methods for gathering intelligence, etc.’ 
To ensure neighbourhood police officers are appropriately recognised, there have 
been calls for police management to re-focus performance indicators on the ‘quality’ of police-
citizen interactions and local problem-solving (Adams et al., 2002; Bennett and Morabito, 
2006; Chappell, 2009; Fielding and Innes, 2006; Gorby, 2013; Higgins, 2018; HMIC, 2008; 
Moore and Braga, 2003). As Adams et al. (2002: 403) note: ‘Training, middle management 
feedback, and criteria for evaluation and promotion need to support and reward officer 
behaviour that reflects this new concept of policing’. It should be acknowledged, however, that 
there are difficulties with measuring and defining ‘success’ for some of the core activities of 
neighbourhood policing (e.g. community engagement). This can be attributed to the intangible 
nature of these duties, the wider subjective nature of police officer’s work as well as the 
underlying definitional uncertainty associated with neighbourhood policing approaches 
(Fielding and Innes, 2006; Fielding, 2009; Gorby, 2013; Moore and Braga, 2003; Stanko and 
Bradford, 2009). Offering a possible solution, Fielding and Innes (2006: 139) highlight the 
potential value of qualitative measures of police performance given they are more sensitive to 
service-model policing:  
‘Everything the patrol officer does in this mode is “enculturated” – that is, attuned to, working 
with and creating understandings inflected by experience, constructive interpretation of 
constrained information and the relevance criteria laid down by current understandings of the 
police mission in that locale. Everything done in this is mode is consistent with qualitative 
research. It is what a competent officer does all day long. The objective must be to get some of 
that perceptiveness, some of that “feel for the street”, into our measures of service delivery’  
There is some evidence to suggest that officers can become frustrated when they 
cannot demonstrate their performance. Research based on community policing in New York 
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City by Pate and Shtull (1994) showed that whilst officers had favourable views of community-
oriented policing in the city, they often complained about the unclear reward system. Linked 
to this, contradictory expectations and pressures on officers stemming from narrowly framed 
performance measures that do not reflect the service-based realities of police work, also have 
potential to accentuate police officers’ sense of role ambiguity (see Bullock and Leeney, 2013; 
Fielding, 1994 and, 1995; O’Neill, 2014; Reiner, 2010; Waddington, 1999). As will be further 
discussed below, role ambiguity can undermine job satisfaction (Rizzo et al., 1970). Evidence 
from elsewhere suggests that officers ‘may feel disconnected from the community and less 
inclined to see the public as cooperative’ if performance management regimes don’t reflect or 
incentivise community engagement (Bennett and Morabito, 2006: 241).  
3.3.4 Mission ambiguity 
It is generally agreed that the mission of policing is difficult to define. As Charman 
(2017:22) argues:  
‘From a relatively straightforward legal and organisational perspective, the police are tasked 
with the maintenance of law and order, the protection of the public and their property, and the 
detection, investigation and prevention of crime. But we also know that the realities of policing 
involve a very much less clearly defined role, indeed a very much less crime-focussed role 
which concentrates upon dispute management, order maintenance and welfare concerns’.  
Evidence from Charman’s study and other research (Bullock and Leeney, 2013; Fielding, 
1995; O’Neill, 2014) suggest that the lack of clarity about the mission of policing is felt 
particularly strongly by those working in community policing roles. In his study of community 
policing, Fielding (1995) reported on the lack of consensus about the role of community 
constables. Similarly, Bullock and Leeney (2013) - based on a series of qualitative interviews 
- found that officers working in other parts of the police organisation often did not understand 
the role or purpose of neighbourhood officers. Comparatively, drawing on interviews and field 
observations with neighbourhood police teams, O’Neill (2014) revealed how poorly the 
purpose and role of PCSOs is defined and understood internally. This also has potential 
consequences for officers’ themselves. Role theory (Rizzo et al., 1970) states that when 
individuals experience competing demands and expectations (role conflict) - they are likely to 
experience stress, become dissatisfied in their role and perform less effectively than if the 
expectations placed on them were clear. Similarly, when the definition of a person’s job is 
vague or ill defined (role ambiguity) – the more likely it is that that person will experience 
anxiety, become dissatisfied and perform less effectively within their role.  
Some of the implementation challenges associated with neighbourhood policing can 
also be linked to the conceptual vagueness and multifaceted nature of this strategy (see 
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Chapter 1). For example, scholars argue that one of the major shortcomings of early models 
of community policing was that they were formulated on the idea of homogeneous 
communities (Cosgrove and Ramshaw, 2015; Fielding, 2009). The key point here is that, 
beyond definitional imprecision among police practitioners and policy-makers, ‘community 
policing means different things in different communities’ (Skogan and Hartnett, 1997:4). No 
one size will fit all. This is because communities themselves are multi-layered, composed of 
diverse populations, characterised by varying social and economic conditions and express 
varying concerns and priorities relating to crime, disorder and safety (Cosgrove and Ramshaw, 
2015).  
The imprecise definition and mission of community policing also makes it difficult for 
police leaders and officers to clearly identify or articulate what ‘success’ looks like for this 
strategy and in-turn robustly measure or demonstrate its impact (Bullock, 2014; Fielding and 
Innes, 2006; Waddington, 1999). It perhaps follows then, that despite some research showing 
the possible benefits of community policing on public confidence in policing and perceptions 
of crime (e.g. Tuffin et al, 2006; Quinton and Morris, 2008), the evidence-base on the 
effectiveness of community policing regarding its impact on crime control remains limited 
(Bullock, 2014). The conceptual vagueness surrounding community policing and absence of 
robust evidence about its effectiveness may perpetuate the antipathy and reservations that 
many rank-and-file officers hold toward service-model policing (Lurigio and Skogan, 1994; 
Reiner, 2010; Waddington, 1999). This provides more evidence for the development of a 
performance management framework that is closely attuned to the realities of police work as 
well as a clearer definition of what neighbourhood policing is for (Greenhalgh and Gibbs, 2014; 
HASC, 2018; Higgins, 2018). 
Charting the divergent trajectories of neighbourhood policing in England and Wales 
since 2008, Higgins (2018) highlights an increasingly disjointed picture and growing 
uncertainty about the role and purpose of neighbourhood policing. Whilst recent guidelines 
published by the College of Policing (2018) have sought to reaffirm and define the role of 
neighbourhood policing, at the time of writing police forces understanding of and stance on 
neighbourhood policing is seemingly shrouded in ambiguity and conceptual confusion 
(Higgins, 2018). The NPCC’s Policing Vision 2025 identifies the relationship between police 
and communities delivered through ‘local policing’ as ‘the bedrock of British Policing’ (2016:3), 
however it does not provide detail on the role and purpose of neighbourhood policing per se 
in what is clearly a fast-changing and complex landscape. This uncertainty and ambiguity has 
the potential to undermine frontline officers already weakened sense of mission clarity 
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(Greenhalgh and Gibbs, 2014). How police officers themselves are navigating this uncertainty 
will be an important line of inquiry throughout this thesis. 
3.3.5     Organisational justice  
An emerging body of literature suggests that organisational justice might well be a 
prerequisite for the success of service-model policing and officers’ commitment to their role 
(see Bradford et al., 2014; Bradford and Quinton, 2014; Myhill and Bradford, 2013; Quinton et 
al., 2015). The literature on organisational justice has grown rapidly over the past two decades. 
According to Colquitt (2008: 84), this has led to an advancement in knowledge about ‘how 
employees think about justice, why they care about it, and how they react when it is found to 
be present or absent in the authorities for whom they work’. In terms of a definition, ‘Unlike 
terms like organisational commitment or organisational identification, ‘organisational justice’ is 
viewed more as an umbrella term than an actual construct, serving to unite a number of 
fairness relevant concepts’ - distributive justice, procedural justice and interactional justice 
(Colquitt, 2008: 73). Distributive justice relates to employees’ concerns about the fairness of 
outcomes they receive. Procedural justice is concerned with the extent to which the processes 
of how these outcomes are decided are perceived to be fair. Interactional justice is concerned 
with how well decisions are communicated and overall sensitivity toward employees (Colquitt, 
2008; Greenberg, 2011).  
Using structural equation modelling to analyse data from a survey of police officers 
collected within a rural force in England, Myhill and Bradford (2013) found that organisational 
justice was directly predictive of positive attitudes towards serving members of the public. In 
related research, Bradford et al. (2014) reported that officers’ perceptions of fair internal 
processes and procedures were positively associated with their stated compliance and 
commitment to the organisation and its goals, including their orientations towards community 
policing. Likewise, empirical analyses by Bradford and Quinton (2014), revealed strong 
support for the idea that officers are more likely to become distrustful and inward looking when 
they feel unfairly treated by their organisation.  
Whilst these studies were carried out in the UK, similar findings have been reported 
based on research overseas. For instance, a survey carried out in the USA by Skogan and 
Hartnett (1997) revealed that police officers are more likely to support community policing and 
other top-down initiatives when they are satisfied with the reasonableness of management 
and supervision within the organisation. Based on a survey of officers in Ghana, Tankebe 
(2009) identified police officers’ perceptions of fair treatment by their supervisors as a key 
predictor of organisational commitment. Comparatively, using survey data collected with 
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police officers in Buenos Aries, Argentina, Haas et al. (2015: 16) identified that officers’ 
perceptions of fair treatment were positively associated with their stated compliance with 
organisational policies and regulations, concluding that ‘a police force needs to ensure internal 
procedural justice in order to be able to also function in a procedurally just way on the outside’. 
A weakness with the research on organisational justice in the context of UK policing is that it 
has largely all been conducted in one (predominantly rural) police force. Further research is 
needed to understand whether these results can be found in other police organisations (Myhill 
and Bradford, 2013; Quinton et al., 2015). This study begins to address this gap by testing 
theories of organisational justice in the context of neighbourhood policing in the MPS.  
3.3.6 The impact of austerity on organisational justice, commitment and ‘discretionary effort’ 
As discussed in the previous chapter, there is a growing body of evidence to suggest 
that within the context of reductions to policing budgets, neighbourhood policing has been 
deprioritised by police forces and become increasingly fragmented in delivery (HASC, 2018; 
Independent Police Commission, 2013; Higgins and Hales, 2017; Higgins, 2018; Rogers, 
2017; O’Neill, 2014).  
Linked to the wider context of austerity, the effect of far-reaching reforms and changes 
to police pay and conditions on police officers’ attitudes and commitment to their role also 
warrants inquiry. The Winsor Review (see Winsor, 2011 and 2012) - an independent review 
of police officer and staff remuneration and conditions commissioned by the then Home 
Secretary, Theresa May - recommended changes to the government on how to modernise the 
police pay system, resulting in changes to the police pay increments, overtime allowance, 
retirement age, fitness testing and entry requirements. There is some evidence to suggest that 
the changes to police budgets and reforms implemented following the Winsor Review have 
contributed to declining morale, job satisfaction and a stand-off between rank-and-file officers 
and senior managers (Hogget et al., 2014; Independent Police Commission, 2013; Quinton et 
al., 2015; Wood and Williams, 2016). This indicates that austerity may therefore be 
undermining perceptions of organisational justice.   
Research also suggest that cuts to police budgets and resources have had a negative 
impact on officers’ morale, discretionary effort and well-being (HASC, 2018; Hogget et al., 
2014; Quinton et al., 2015; Wood and Williams, 2016). Hogget et al. (2014: 146) found a 
decline in officers’ morale and willingness to engage in extra-role behaviour, as well as 
growing ‘uncertainty and anxiety among officers who are of the perception that they are being 
spread too thinly’. Quinton et al. (2015: 3) argue that ‘the continuing pressure to deliver ‘the 
same with less’ and the organisational changes that have been introduced rapidly as a result 
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of smaller police budgets may be thought of as unfair by officers and staff, and could have had 
a detrimental impact on their wellbeing, motivation and morale’. Similarly, a recent inquiry by 
the Home Affairs Select Committee (HASC, 2018) presents evidence of decreasing morale 
and self-reported well-being at all ranks of the police service.  
This literature hasn’t been much applied in the context of officers’ attitudes and 
commitment to neighbourhood policing. But it is reasonable to expect that ongoing changes 
and cuts to policing will play a key role in shaping officers’ attitudes toward neighbourhood 
policing and wider commitment to their role. Particularly considering the association between 
organisational justice and officers’ support for service-model policing reported by past studies 
(Bradford et al., 2014; Myhill and Bradford, 2013; Quinton et al., 2015).  In his analysis of a 
survey of police officers in the USA, Dicker (1998: 79) argues that ‘in developing a plan to win 
over the hearts and mind of police officers to the philosophy – special care must be given to 
understanding that organisational culture is not necessarily a strong predictor of rejection of 
the philosophy. It is those officers with lower morale or job involvement that are most likely to 
resist the change in philosophy’. The effect of austerity on officers’ attitudes toward 
neighbourhood policing and wider role commitment will be an important line of inquiry 
throughout this thesis.  
3.4 Gaps in the literature and thesis contribution   
This chapter has identified some important knowledge gaps that this thesis will 
contribute towards filling. First, it represents one of the first studies to empirically examine the 
interplay between various individual, organisational and wider contextual factors that shape 
officers’ attitudes toward neighbourhood policing and more broadly, how they experience their 
role in modern society. In so doing, this thesis extends understanding about the organisational 
and operational complexity that may undermine the implementation of neighbourhood policing 
and helps to extend understanding of how police managers might rally officers’ support for 
customer-focused policing strategies.  That limited evidence exists on this, particularly in the 
recent context of UK policing, is surprising given that the success of police reform efforts 
inevitably hinges on enlisting frontline officers’ support (see for example Bennett and Morabito, 
2006; Chappell, 2009; Demirkol and Nalla, 2017; Fielding, 1988; Lurigio and Skogan, 1994; 
Myhill and Bradford, 2013; Skogan, 2008). To quote Fielding (1988: 205): ‘…no reform can 
hope to succeed that does not enlist the support of the ordinary constables who conduct the 
reality of policing we experience’. Demirkol and Nalla (2017) also find that officers’ cultural 
attitudes are a barrier for implementing community policing, calling for police managers to 
acquire a better understanding of officers’ attitudes and feelings prior to implementing such 
programmes. There is also some evidence to suggest that officers’ attitudes to community 
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policing link to their subsequent behaviour and willingness to engage in its core activities, 
including working with the public (see Chappell, 2009; Lurigio and Skogan, 1994). This further 
highlights the need to better understand officers’ attitudes toward neighbourhood policing and 
the individual, cultural, organisational and wider contextual factors that shape these attitudes.  
Second, this thesis contributes to the limited body of existing literature that has 
explored the cultural attitudes of police officers in a landscape that has ‘changed 
immeasurably, ever since the turn of the century’ (Charman, 2017:4; see also Loftus, 2009). 
As Loftus (2009) explains, these changes include the increased focus on service-oriented 
policing and recasting of the public as ‘customers’, shifting the emphasis on police officers 
away from simply detecting crime toward preventing crime and engaging with the public to do 
so. There have also been changes to the composition of the police workforce (Charman, 2017; 
Paoline, 2004; Loftus, 2009; McCarthy, 2013) - with the recruitment of more women, officers 
from black and minority ethnic (BAME) backgrounds and graduates16. These changes have 
the potential to fragment the dominant cultural characteristics amongst police officers 
(Charman, 2017; Loftus, 2009). More broadly, in these changing, uncertain and austere 
economic times (Brown, 2014; Ransley and Mazerrolle, 2009; Millie, 2013), scholars have 
noted that it remains difficult to ‘gauge what all the reforms mean for the job of policing itself, 
the mission that drives police officers, and the work that they do each day to deliver the first 
public service’ (Greenhalgh and Gibbs, 2014:5). Other studies have also pointed to changing 
patterns of crime and demand on the police, with an increased focus on safeguarding, 
vulnerability, counter terrorism and cyber-enabled criminality (Charman, 2017; Higgins, 2018; 
Rogers, 2017). The future and purpose of neighbourhood policing within this context remains 
somewhat unclear (Higgins, 2018; Rogers, 2017). Crucially, little attention has been paid to 
the potential effect of these changes on officers’ proclivity for neighbourhood policing and 
wider commitment to their role. This study will help fill this gap in the literature. 
 Third, this study represents one of the first studies to empirically test theories of 
organisational justice based on quantitative data collected within a large urban jurisdiction in 
England and Wales (Myhill and Bradford, 2013). The literature in this area, in the context of 
UK policing at least, has been focused on one police force, itself predominantly rural (Myhill 
and Bradford, 2013; Quinton et al., 2015). With a focus on the MPS, the present study goes 
someway to responding to calls from policing scholars to see whether the relationship between 
organisational justice perceptions and officers’ alignment to service-model policing can be 
 
16 The total percentage of police officers in England and Wales from a BAME background was 6.6% in 2018, compared to 3.9% 
in 2007. 34% of joiners to police forces in England and Wales in the year ending March 2018 were women. 30% of all officers in 
England and Wales were women, this represents the highest proportion on record (Home Office, 2018). With an increasingly 
diverse range of entry-routes into policing for graduates, research shows that graduate interest in and applications for a career 
in policing are increasing (Police Now, 2018).  
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found elsewhere and in a largely urban jurisdiction (see Myhill and Bradford, 2013; Quinton et 
al. (2015). Going one step further, the study also explores how wider contextual factors (e.g. 
austerity and reform) might shape internal perceptions of fairness, police officers’ attitudes 
toward neighbourhood policing and wider commitment to their role.  
3.5 Chapter summary  
In reviewing the existing body of literature, this chapter has drawn attention to several 
cultural, organisational and wider contextual determinants of police officers’ attitudes toward 
service-model policing. Perhaps the biggest challenge facing police forces with the 
implementation of neighbourhood policing, has been the resistance from some police officers 
to this approach. Previous research suggests that the values and practices associated with 
neighbourhood policing (e.g. community engagement and collaborative problem-solving) 
typically find little room for expression within the occupational culture (see for example 
Cockcroft, 2013; Fielding, 1994 and 1995; Loftus, 2009; Lurigio and Skogan, 1994; McCarthy, 
2013; Myhill and Bradford, 2013; Reiner, 2010). Past studies also indicate that the use of 
customer terminology has not been readily embraced by frontline officers (Loftus, 2009; 
Westmarland, 2016). This is rooted in a disparity between the values and practices of 
neighbourhood policing and the enforcement-oriented aspects of police work that officers 
themselves consider to be ‘real’ policing (Davies and Thomas, 2008; Waddington, 1999). 
Based on the existing literature, the ‘core characteristics’ of police culture (Reiner, 2000), 
including officers’ thirst for action, internal solidarity and suspicion toward citizens all 
seemingly reinforce officers’ law enforcement orientation with implications for attitudes toward 
neighbourhood policing. Consequently, as Myhill and Bradford (2013:352) argue, ‘…police 
agencies have traditionally struggled to achieve the operational culture change required to 
successfully deliver process and service-model policing’.  
 
Similarly, past studies suggest that there are several organisational factors that do little 
to strengthen officers’ support for neighbourhood policing. These include specialisation 
opportunities and the composition of neighbourhood teams; training; performance indicators; 
organisational justice perceptions and mission ambiguity. In sum, the existing literature 
suggests that the implementation and realisation of effective neighbourhood policing 
continues to present a significant challenge to the police organisation (see also Cosgrove and 
Ramshaw, 2015; Higgins, 2018; Skogan, 2008).  
 
This chapter has also shown that some of the implementation challenges associated 
with neighbourhood policing can be linked to the conceptual vagueness associated with 
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service-model policing (Fielding, 1995; Higgins, 2018). There is also a growing body of 
evidence to show that the on-going government spending cuts are eroding forces ability to 
deliver the core tasks of neighbourhood policing (see for example HASC, 2018; Higgins and 
Hales, 2017; HMIC, 2017; Independent Police Commission, 2013; Rogers, 2017), with its 
purpose and future becoming increasingly uncertain (Higgins, 2018). The thesis will contribute 
to the relatively limited evidence-base on how such ambiguity and uncertainty tracks through 
to officers’ attitudes toward neighbourhood policing as well as their wider commitment to their 
role. The chapter that follows outlines the thesis’ methodological approach to achieve this, 
together with the principal aim of the study. Namely, to examine how MPS officers have 
interpreted and experienced policy directives to re-present the police as deliverers of a service 
and the public as customers through the lens of neighbourhood policing 
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Chapter 4. Methodology 
4.1 Introduction 
This chapter outlines the thesis’ overall methodological approach and provides a clear 
overview of, and justification for, the mixed methods research design employed. The chapter 
is divided into three sections.  The first provides an overview of the research location, namely 
the MPS, the methodological approach and data sources used in this study. Acknowledging 
the growing articulation and use of mixed methods research, the second section highlights the 
strengths of, and considerations for, combining the quantitative and qualitative elements, 
providing justification for the triangulation design employed to address the thesis’ central 
research questions. Noting the importance of integration to the exercise of mixing methods 
(see Fielding, 2012), the section outlines why and how the different methodological 
approaches and data were integrated to address the research questions. Consistent with the 
reason’s scholars set out for mixing-methods, these include: analytic density/completeness; 
contextual understanding; offset methodological weaknesses; illustration and utility (Bryman, 
2006; Fielding, 2012; Greene et al., 1989). The final part of this chapter provides some brief 
reflections on my experience carrying out this research.  
4.2 Overview of methodology 
To examine how MPS officers have interpreted and experienced policy directives to 
re-present the police as delivers of a service and the public as customers through the lens of 
neighbourhood policing, the thesis combines quantitative secondary analysis of data from a 
survey administered to 2,066 officers working in the MPS with qualitative data obtained from 
semi-structured interviews with a sample of seventeen serving police officers. In the broadest 
sense, the secondary data analysis sets out to quantify officers’ attitudes toward 
neighbourhood policing, testing a series of key hypotheses to identify the factors shaping 
these attitudes. Qualitative semi-structured interviews with serving police officers then aim to 
help illustrate, validate and extend the breadth and range of this analysis (see Bryman, 2006; 
Creswell and Plano Clark, 2007; Fielding and Fielding, 1986; Fielding, 1988; May, 2001). 
Integrating the voices and experiences of officers with the quantitative data enhances ‘analytic 
density’ (Fielding, 2012), allowing for a more in-depth understanding of the factors influencing 
officers’ attitudes to neighbourhood policing and understanding of their role in society. The 
careful and considered approach to mixing employed in the study thus helped generate a more 
complete understanding of officers’ attitudes toward neighbourhood policing than would have 
been possible using either approach in isolation.  
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4.2.1 Research location 
 The MPS was the first professionally and centrally organised force to be founded in 
England and Wales under Sir Robert Peel’s 1829 Metropolitan Police Act (see Emsley, 2009 
for historical lineage of British policing). As Emsley describes (2009: 39): ‘At 6.00 p.m. on the 
evening of Tuesday, 29 September 1829 […] dressed in top hats and tightly buttoned blue 
tunics with high, stiff collars, the first constables of the Metropolitan Police stepped out on to 
the streets of London to begin their beat patrols’. Since taking those first steps, the MPS’ 
workforce and responsibilities have grown significantly. Today, the organisation has a 
workforce of around 30,000 sworn police officers and 8,000 civilian staff17. It is the largest 
police force operating in England and Wales18, and on the global stage second in size only to 
the New York Police Department (NYPD). Demonstrating its scale relative to the country’s 
other 42 territorial police forces, the MPS has an annual budget of just over £3 billion, 
representing 25% of the total police budget for England and Wales19.  
The MPS (popularly referred to as ‘The Met’) is responsible for policing in the Greater 
London area. Greater London is geographically divided into 32 boroughs and the City of 
London, themselves split into 624 smaller electoral ward areas (Sutherland et al., 2013). The 
area is home to an incredibly diverse population of approximately 9 million residents20. Recent 
analysis carried out by MOPAC, the organisation responsible for the overall governance of the 
MPS, indicates a growing population density in London, particularly in areas with high-
deprivation. It also shows that that by 2020, nearly 30% of London residents will be aged 11-
24 or over 65, groups that historically have presented the largest challenge to policing from 
an offending and vulnerability perspective21.  
In addition to its responsibilities for keeping London safe, the MPS holds significant 
national responsibilities (e.g. counter-terrorism and diplomatic protection). Supported by a 
single HQ function, the operational side of the organisation is split into four major business 
groups: Territorial Policing – responsible for day-to-day local policing across London; 
Specialist Crime and Operations – responsible for a variety of specialist policing services (e.g. 
child sexual exploitation; domestic violence, cybercrime); Specialist Operations – responsible 
 
17 Statistics on the MPS workforce available here: https://www.london.gov.uk/what-we-do/mayors-office-policing-and-crime-
mopac/data-and-statistics/policing/workforce-dashboard [First accessed 02/10/2018] 
18 Statistics on the police workforce in England and Wales available here: https://www.gov.uk/government/statistics/police-
workforce-england-and-wales-31-march-2017 [First accessed 10/06/2018] 
19 Based on the MPS’ budget for financial year 2017/18: https://www.london.gov.uk/about-us/london-assembly/london-assembly-
publications/police-funding-whos-paying-bill [First accessed 30/10/2018) 
20
 See MOPAC’s London Landscape: https://www.london.gov.uk/what-we-do/mayors-office-policing-and-crime-mopac/data-and-
statistics/london-landscape [First accessed 10th June 2018]. 
21 Ibid.  
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for protection and counter-terrorism; Professionalism – responsible for workforce development 
and ensuring ethical and professional practice22.  
The MPS was selected as the primary research site for three principal reasons. First, 
almost all recent studies in the UK exploring the job attitudes of police have been carried out 
in smaller, predominantly rural police forces (see for example Bradford and Quinton, 2014; 
Myhill and Bradford, 2013; Loftus, 2009). Based in the MPS, this study then provides a unique 
lens to examine police officers’ cultural attitudes.  Second, whilst the trajectory of 
neighbourhood policing in the UK looks increasingly fragmented (HASC, 2018; Higgins, 2018), 
the MPS has retained a strong commitment to this strategy over the past two decades (at least 
at senior management level). To quote Lord Hogan-Howe, Commissioner of the MPS between 
2011 and 2017 (MPS, 2014: 7):  
‘My vision of total policing begins in the neighbourhoods. We need dedicated officers in every 
ward in London. We can only succeed if we work with and for local people to tackle the crimes 
that matter most to them, with a promise to improve, not reduce the neighbourhood policing 
model…’. 
Having engaged with senior managers in the MPS during my employment with MOPAC, it 
became clear that there is a strong appetite for evidence within the organisation to learn more 
about the barriers and enablers to effective local policing and workforce development. This 
reflects the organisations’ wider commitment to enhance the delivery and effectiveness of 
neighbourhood policing. Indeed, the MPS was one of the early adopters of neighbourhood 
policing in the form of Safer Neighbourhoods Teams (SNTS) (see HMIC, 2008; MPS, 2015; 
Quinton and Morris, 2008). SNTs typically comprised of one sergeant, two constables and 
three PCSOs, with each team dedicated to policing one of London’s 630 electoral ward areas 
(MPS, 2015). The MPS (2019) define the role and objectives of SNTs as:     
 
‘a group of Met police officers dedicated to serving your community. The team is made up of 
officers based in your area (or 'ward'), supported by additional officers from the wider area. 
We work closely with local authorities, community leaders and residents to decide our policing 
priorities for the area. This helps us to find useful, long-term solutions to local problems, while 
maintaining our wider focus on reducing crime across London’ (MPS website, 2019).  
 
Despite evidence of attrition in staffing SNT staffing levels and some variation in delivery styles 
between each of London’s ward areas (MPS, 2015 and 2019), as Higgins (2018:46) explains, 
‘the MPS is retaining a strong continuity with the universal service ethos of mid-2000s 
neighbourhood policing’. It follows that when I presented my research proposal to the 
management team in the MPS they were overwhelmingly supportive and promptly agreed my 
request for access to data (see Appendix A for collaboration agreement). That this research 
 
22 For summary see www.met.police.uk/about-the-met/structure/ [First accessed 10/12/18]. 
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had some relevance to policy and potential to inform practice, was another reason for selecting 
the MPS as the primary research site, and a key motivating factor for this research.  
 
Third, having been employed by MOPAC for 7 years as a Research Officer, I had 
awareness of and some familiarity with a range of unique MPS datasets and was able to 
negotiate access to these for secondary data analysis. Being able to negotiate access to 
secondary survey data of a large sample of officers’ (data never previously examined for 
academic research outside of the MPS), elevated opportunities to generate new insights and 
thus make an original contribution to the research literature on policing. Relatedly, I had direct 
access to a network of serving police officers (i.e. prospective interview participants). There 
were clear benefits in terms of gaining access and indeed the overall efficiency of carrying out 
this research part-time.  
4.2.2 Secondary data analysis 
The secondary data analysis will examine the cultural and organisational factors that 
shape officers’ attitudes toward neighbourhood policing, accounting for their gender, rank, role 
and length of service. Data for the quantitative phase of the inquiry is drawn from the MPS’ 
Cultural Analysis Survey (CAS). As summarised above, the MPS maintains a commitment to 
building public confidence across London through the delivery of effective neighbourhood 
policing. The force therefore has a vested interest in understanding what motivates its officers 
to display cooperative attitudes and behaviours toward neighbourhood policing and the 
customer-focused ethos it embodies. For this reason, the MPS administered the CAS in 2011, 
using guidance provided by the National Policing Improvement Agency23 (NPIA, 2009), as a 
means of benchmarking its service culture. Given the stated objectives of the CAS ‘to measure 
the attitudes of officers and staff to various aspects of citizen-focus’ (NPIA, 2009:1), the 
secondary data identified for the purpose of this study provided a highly relevant, efficient and 
robust means through which to empirically address the thesis’ key research questions.  
Nine Borough Operational Command Units (BOCU)24, and two Specialist Crime and 
Operations Units (SC&O)25 in the MPS agreed to take part in the CAS in 2011. The link to the 
online survey was circulated via email (sponsored by a Commander level officer) to all police 
officers, PCSOs, police specials, and police support staff working in that area of the force. The 
anonymity of the survey and the confidentiality of the answers was strongly emphasised to all  
 
23 Since 2012 many of the NPIA’s operations have been transferred to the College of Policing. 
24 A term used to describe the regional division of the MPS across each of London’s 32 boroughs.  
25 SC&O is a large part of the MPS that delivers both uniform and detective services. SC&O deals will all the serious crime in 
London, ranging from murder through to human trafficking and fraud.  
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employees26. In total, the survey elicited 2,598 responses. For the purpose of this study, only 
police officer data were retained27, leaving a final sample for analysis of 2,066. The response 
rate was just below 30 per cent, comparable to other online surveys of this type (see Quinton 
et al., 2015). It is also noteworthy that whilst the achieved sample was broadly representative 
of the workforce composition at the time, there were a higher percentage of male officers, 
senior ranking officers and those with short to mid-term service length (see Table 1 below).  A 
potential implication of this is a bias towards these over-represented groups in the aggregated 
results (De Vaus, 2013).   
Table 1. Demographic information on CAS respondents 
 
 
 
 
 
 
 
A strength of the secondary data was the large sample size it contained (n=2,066). 
The sample size was much higher than I would have been able to collect through a primary 
method, enhancing scope for the generalisability of findings. Further, and whilst ensuring 
respondent anonymity and confidentiality, the survey contained variables on the demographic 
and workforce characteristics of respondents (e.g. gender, rank, role and length and service). 
This provided opportunities for subgroup analysis and scope to empirically examine the 
differences in officers’ cultural attitudes (Cockcroft, 2013; Cordner, 2017; Fielding, 1988 and 
1994; McLaughlin, 2007; Paoline, 2004; Reiner, 2010), specifically the differences in ratings 
of neighbourhood policing according to officers’ gender, rank and role in the organisation. It is 
also worth highlighting that because the data had not previously been subject to in-depth 
analyses outside of the MPS prior to this study, I could be creative with the analytic strategy 
and did not feel bound or excessively steered by previous analyses or publications. Crucially, 
 
26 This was considered very important given that the risk of respondents providing socially desirable answers is likely to be more 
pronounced in a survey pertaining to sensitive topics, such as trust in supervisors and attitudes toward victims of crime (also see 
Haas et al., 2015).  
27 Data for police staff, PCSOs and special constables removed. 
Variables % CAS % MPS  
Gender    
Male 77 66  
Female 23 34  
Rank    
Constable or Sergeant 87 92  
Inspector or above 13 8  
Length of service    
0-15 years 67 60^  
16-30 years 28 36^^  
30 years + 5 4  
Notes: Based on MPS workforce data supplied ^0-14 = years’ service ^^ 15-29 = years’ service. 
Data Source: Cultural Analysis Survey and MPS Workforce Planning Data 2011.  
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this helped ensure that the analyses were guided by my own research questions rather than 
the data, or indeed any previous findings generated from the data.  
It is of course important to acknowledge that there were some limitations, as with any 
secondary data analysis (see Dunn et al., 2015; Vartanian, 2011).  One limitation with the 
secondary data used was that it was collected in 2011, two years prior to the start of my 
doctoral study. It follows that there were no survey items in the data asking respondents about 
recent policy-changes or spending cuts to policing in the context of austerity28. As a result, the 
data could be criticised as being ‘outdated’, particularly given the breadth and depth of police 
reform and pace at which the social, political and economic landscape of policing has changed 
in recent years (see Chapter 2).  Whilst the CAS data used for secondary analysis remains 
the most up to date and robust survey of its kind, this limitation provided further motivation and 
justification to combine semi-structured qualitative interviews with the quantitative analysis. 
This helped to bridge the time lag and capture any potential gaps in contextual understanding. 
It should be acknowledged that whilst the sample size was large and broadly reflective 
of the demographic and rank structure of the MPS, the force is one of the largest police 
agencies in the world. It is made up of a multitude of uniformed teams and specialist 
operational units working across a variety of policing terrains. The sample did not comprise of 
officers from every one of these areas of the organisation.  Another limitation was the high-
proportion of missing cases on some of the variables including ethnicity, gender, rank, area of 
work and length of service29. This limited any opportunities to explore differences in attitudes 
according to officers’ ethnic background. It is also noteworthy that survey respondents were 
not provided with a ‘don’t know’ or ‘not applicable’ option on any of the core questions (see 
Kuha et al., 2018). There are benefits to this strategy, notably maintaining the usable sample 
size given ‘don’t know’ responses are typically treated as ‘missing’ data. However, there is a 
risk that respondents are forced to ‘satisfice’ using the neutral option. This can inflate the 
reliability of scales and undermine their validity (i.e. meaningfulness), ultimately distorting 
findings (De Vaus, 2013; Hamby and Taylor, 2016). Given the sophisticated design of the 
survey this risk was deemed minimal. Indeed, each of the questions had been tested through 
cognitive interviewing, a qualitative process used to examine how respondents interpret the 
meaning of questions and their thought process when composing a response (see NPIA, 
2009). Finally, data ‘completeness’ was limited by the closed-ended nature of each of the 
survey items. The absence of any open-ended or free-text style questions removed the ability 
 
28 It should be noted that this thesis reflects six-years of part-time study (2013-2019), over which time there has inevitably been 
a great deal of change in the policing landscape.   
29 Percentage missing cases for background variables: ethnicity (100%), gender (37%), rank (38%), area of work (25%) and 
length of service (22%).  
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of respondents to elaborate on their responses. The integration of semi-structured interviews 
was thus deemed necessary and appropriate to moderate this limitation and provide a platform 
for officers to ground their attitudes in their experience on the policing frontline. Details of the 
analytic strategy employed for the secondary data analysis are provided in Chapter 5.  
4.2.3  Qualitative semi-structured interviews 
The qualitative semi-structured interviews focused on unpacking the cultural, 
organisational and contextual determinants of MPS officers’ attitudes toward neighbourhood 
policing and wider commitment to their role in society. Officers’ were asked about their 
motivations, sources of job satisfaction, as well as their individual experiences of 
neighbourhood policing and associated efforts to re-present the public as customers. Officers’ 
were also asked about their understanding of the policing mission, the mechanisms of 
organisational support, fairness and reward, as well to share their reflections on the health of 
neighbourhood policing within the context of austerity.  
From the outset, a primary motivation and intention for this study was to contribute to 
the likelihood of the voices and experiences of frontline officers themselves being heard, 
captured and shared. This was considered particularly important, recognising the scale of 
change and challenge facing policing in England and Wales, perceptions amongst frontline 
officers that that their voices have not been sufficiently heard to inform debates concerning 
the trajectory of policing (see Hogget et al., 2014), as well as the limitations of the survey. The 
semi-structured design allowed participants to share their personal stories and link attitudinal 
beliefs directly to their day-to-day experiences of operational policing. Reflecting the 
‘complementarity’ benefits of mixed methods research (Hesse-Biber, 2010; Brown, 2016), the 
qualitative interviews (carried out between February and August 2016) helped generate a 
richer and more complete insight into how police understand their role in modern society, and 
crucially, how and why their cultural attitudes evolve in the way they do.  
Linking the interview guide to the design of the CAS and quantitative findings was 
considered an essential step in integrating the two approaches from the very outset of the 
study. To prepare the interview guide for the semi-structured interviews, I revisited the primary 
research questions and literature review (see Chapter 3), before closely assessing the survey 
items and quantitative findings that were beginning to emerge from the secondary data 
analysis. This helped ensure that the key outcomes of the quantitative analysis could be 
merged, explored and extended upon; situated alongside officers personal and ‘real-life’ 
experiences throughout.  The interview guide itself was split into five broad themes (see 
Appendix B): first, officers’ experiences of and motivations for policing, including why they 
joined the police and their key sources of job satisfaction; second, attitudes about 
74 
 
contemporary policing with a focus on the police mission; third, neighbourhood policing; fourth, 
the language of customer focus and fifth, the effect of on-going change and challenges to 
policing (e.g. austerity) on the neighbourhood model, officers’ morale and wider commitment 
to their role.   
Reflecting the advantages of a semi-structured design, these overarching themes 
provided clear structure and guidance for the interviewing process, rather than necessarily a 
prescriptive list of questions (also see Fielding, 1988; May, 1993). Validating the use of the 
semi-structured design, it quickly became apparent in the pilot interviews30 I conducted (and 
full-set of interviews that followed) that police officers love to tell stories. This was not 
necessarily a surprise to me, given my experience working alongside police officers for several 
years whilst employed at MOPAC. Indeed, as Fletcher (1996: 36) remarks: ‘Police 
organizations are filled with storytellers […] Storytelling is an essential part of an officer’s 
equipment’. The semi-structured design thus provided a highly appropriate platform for officers 
to relay rich, detailed and personal accounts. These stories synchronised strongly with the 
thesis’ research objectives, with the open-ended style of questioning providing the necessary 
freedom for participants to expand and diverge on my questioning and associated probes at 
will (Fielding, 1988; May, 2001; Reiner, 1978). Much like Reiner (1978: 16) reported in his 
seminal account of police, the officers I interviewed ‘seemed glad of the opportunity to be 
heard’. Perhaps the biggest challenge with the semi-structured design was being able to 
maintain participants focus on the key topics and draw them to a close in the absence of close-
ended questions.  
Using a combination of purposive and snowball sampling, interview participants were 
drawn from a variety of roles and ranks with a view to exploring the variation in officers’ 
outlooks (Cockcroft, 2013; Fielding, 1995; McCarthy, 2013; McLaughlin, 2007; Paoline, 2004).  
Researchers utilising the snowball sampling strategy often face some difficulty obtaining initial 
access to their target population (Biernacki and Waldorf, 1981). However, this was not a 
problem I encountered per se, attributable to my employment with MOPAC and thus working 
knowledge of the MPS. My referral chain started through contacting a police officer I knew 
personally through my research colleagues in the MPS. This officer (subsequently my first 
interview participant) was able to direct me towards police colleagues he felt would be willing 
to participate in my research, and crucially, officers with direct experience of neighbourhood 
policing. There is a risk with non-probability sampling methods like snowball sampling that the 
 
30 Two pilot interviews were conducted with volunteer special constables in the MPS. This provided a useful opportunity to explore 
the appropriateness of the questions as well as practice my interviewing skills prior to commencing the main interviews. During 
these pilot interviews, I established that the interviews would probably last longer than originally thought and noted the importance 
of removing any unnecessary jargon from my question wording and probing to ease interpretation, aid flow and elicit meaningful 
responses.  
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data collect may reflect the views of a particular perspective rather than that of the wider 
population. Researchers, as May (1993: 100) warns:  
‘…have to be aware that they inherit the decisions of each individual as to whom is the next 
suitable interviewee. This may not present a problem, but it may also lead to the researcher 
collecting data which reflect a particular perspective and thereby omitting the voices and 
opinions of others who are not part of a network of friends and acquaintances’.  
To mitigate this risk and allay broader concerns raised about the generality of data from the 
snowball strategy (see Biernacki and Waldorf, 1981), I transcribed and analysed the interview 
data on an on-going basis (i.e. upon completion of each interview) to sense check for adequate 
variance. The ongoing production and thematic analysis of full verbatim transcriptions helped 
identify recurring themes but also revealed differences and emerging concepts based on 
officers’ day-to-day experiences.  In that sense the interviews achieved the primary aim of 
adding further meaning and understanding to the quantitative data to better understand 
officers’ attitudes toward neighbourhood policing. 
Given neighbourhood policing was the key dimension of interest, combining purposive 
sampling (see Teddlie and Yu, 2007) with the snowball strategy enabled me to target 
participants for interview who had direct experience of working with a neighbourhood policing 
team at some point during their career. All participants had spent at least two years in 
neighbourhood policing, and five were still employed in neighbourhood roles at the time of 
interview. As the study progressed, I requested participants to extend my interview invitation 
to colleagues with neighbourhood policing experience and a diverse range of backgrounds 
and characteristics (for summary of sample profile see Table 2 below). In terms of rank, five 
interviewees were Police Constables (PC), six Sergeants (PS/DS), and six serving at the rank 
of Inspector or above. Nine of the participants were working in a uniformed role at the time of 
interview, and eight in non-uniformed, specialist or management roles. Interviewees’ average 
length of service was sixteen years.  
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Table 2. Summary of interviewee profiles and pseudonym’s assigned to participants 
 
Nearly all participants were interviewed inside police buildings. Only on three 
occasions were officers interviewed in non-police buildings (two in a local café and one in a 
public house), for convenience purposes. These particular interviews were slightly more 
challenging, primarily due to background noise and fear of participants not addressing 
sensitive issues. On average, the interviews lasted forty-five minutes. The shortest interview 
was thirty-five minutes, and the longest interview one-hour and fifty minutes in length. All of 
the interviews were digitally recorded. This was deemed necessary given the semi-structured 
design, to help ensure conversations ran smoothly without excessive note taking, and to 
reduce the likelihood of the data collated and its interpretation being biased by my own 
potential subjectivities (see Fielding, 1993; Fielding and Thomas, 2001; May, 1993).  Using a 
digital recorder also allowed me to rewind, pause and repeatedly listen to each interview, as 
well as consider the tone, pitch and speed of participants’ responses. In addition, digital 
recording of the interviews allowed for full verbatim transcription and therefore the opportunity 
to use quotes, the ‘raw data of qualitative enquiry’ (Patton, 2002: 26-27), to bring to life officers’ 
accounts (see Chapters 6 and 7).  
The process of full interview transcription enabled me to quickly familiarise myself with 
the interview data, to an extent that would not have been possible with selective transcription 
(see Fielding and Thomas, 2001). Indeed, it was during the process of repeatedly listening to 
the interview recordings and verbatim transcription (i.e. familiarisation) that the analytic stage 
of my inquiry truly commenced.  Once full verbatim transcription of all the interviews was 
completed, the qualitative data were organised and analysed thematically in accordance with 
the thesis’ research questions (see Braun and Clarke, 2006; Boyatzis, 1998; Patton, 2002). In 
the first instance, I developed informal thematic codes by repeatedly listening back to the 
interviews and reading the transcripts, colour coding the qualitative data using the highlighter 
function in Microsoft Word. Initial thematic codes were developed in accordance with the thesis 
Pseudonym Code Gender Rank Current role Uniform/non-uniform Service length
DS Davies IR1 Male Detective Sergeant Specialist Operations Non-uniform 30 years
Inspector Reynolds IR2 Male Inspector Neighbourhood Policing Uniform 24 years
Inspector Duckworth IR3 Female Inspector Staff Officer Non-uniform 20 years
PS Hanson IR4 Male Police Sergeant Neighbourhood Policing Uniform 30 years
DS Daniels IR5 Male Detective Sergeant Criminal Investigation Non-uniform 15 years
CS Jackson IR6 Male Chief Superintendent Territorial Policing Non-uniform 32 years
PS Begum IR7 Female Police Sergeant Neighbourhood Policing Uniform 11 years
PS Carter IR8 Male Police Sergeant Counter Terrorism Non-uniform 14 years
Superintendent Brown IR9 Male Superintendent Territorial Policing Non-uniform 23 years
PC Naylor IR10 Female Police Constable Response Uniform 3 years
PS McMain IR11 Male Police Sergeant Response Uniform 15 years
PC Piper IR12 Female Police Constable Neighbourhood Policing Uniform 12 years
DCI Jones IR13 Female Detective Chief Inspector Counter Terrorism Non-uniform 10 years 
PC Green IR14 Male Police Constable Surveilance Non-uniform 12 years
PC Gooding IR15 Male Police Constable Response Uniform 2 years
Inspector Forsyth IR16 Male Inspector Traffic Uniform 15 years
PC Anya IR17 Male Police Constable Neighbourhood Policing Uniform 8 years
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research questions. This represented the first step in reducing the large amount of qualitative 
data (i.e. text) into more manageable segments (Longhofer et al., 2013), in-turn laying the 
foundations for more intensive coding.  
Having established the initial themes, the formal and more intense coding process was 
then repeated using the qualitative data analysis software NVivo (see Bazeley and Jackson, 
2013).  NVivo enabled me to store all my interview transcripts together and crucially, begin to 
impose more structure on the large quantity of qualitative data generated. Guided by my 
primary research questions and the initial themes generated, formal primary and secondary 
thematic codes began to evolve (see Table 3 below), allowing for in-depth examination of the 
data. Themes that emerged were tested in subsequent interviews. Key quotes and repetitive 
patterns in participants’ accounts were highlighted, and comment boxes added to files to 
capture my initial interpretations. Once the key themes had been defined and data organised, 
the next phase of the analytic process was to carefully consider how to link the qualitative data 
with the quantitative data in order to comprehensively address my research questions.  
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Table 3. Coding framework for qualitative interview analysis 
4.2.4 Ethical considerations 
Maintaining a strong ethical position and adhering to the British Sociological 
Association’s Statement of Ethical Practice (BSA, 2017), I strived to protect participants’ 
wellbeing from the outset of the study and limited the potential for participants to be harmed 
or adversely affected by the research. Senior managers in the MPS were fully briefed and 
given access to a copy of my ESRC funding application in 2013, outlining the aims and 
purpose of the study. Having reviewed this, the MPS signed a data sharing agreement to 
support my academic endeavours (see Appendix A).  
Primary themes Secondary themes 
Motivations for joining and remaining in the 
police  
o Idealistic  
o Action 
o Variety/other 
Neighbourhood policing  o Experience of neighbourhoods 
o Status 
o Sub-cultural differences 
Customer focus o The language of customer focus  
o Defining the primary customer 
o Customer-focused performance 
The policing mission  o The role/purpose of neighbourhoods 
o Mission clarity 
o Key skills and training required 
Organisational support and reward o Performance indicators 
o Training and development 
o Internal fairness and communications 
Context of policing o Austerity 
o Reform (e.g. Winsor Review) 
o Implications (goodwill, well-being and 
commitment) 
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Most importantly, all participants were clearly informed as to the objectives of this 
research. It is also noteworthy that having assessed potential vulnerability within the context 
of my research, participants were not considered ‘vulnerable’ given they were all employed 
within professional roles and in no way pressured or coerced to participate.  Nonetheless, they 
were all asked for verbal and written voluntary consent to take part in the interview and for it 
to be digitally recorded.  They were also informed that should they wish to not answer any 
question or withdraw from the interview process they could do so at any stage (see Appendix 
C). Informed consent ‘refers to a freely given agreement on the part of the researched to 
become a subject of the research process’ (May, 2001: 60). While Rowe (2007: 42) explains 
this ‘is a fundamental canon of research methods’, some police researchers, particularly 
ethnographers, have reported on the challenges of obtaining informed consent because of 
limited opportunities to explain their research in detail (Atkinson, 2013; Rowe, 2007). In the 
case of the present study, obtaining voluntary informed consent of each participant was 
relatively straightforward. Time was allocated at the start of each interview to comprehensively 
inform participants about the purpose of the study and methodological approach, as well as 
provide opportunity for them to seek clarification if they felt anything was unclear.  
On a wider note, the relationship established with each participant was based on ‘trust 
and integrity’ (BSA, 2017:5). This was strengthened by my position as a researcher with 
MOPAC, given my role to help the organisation set the strategic direction for policing in London 
and support police officers with performance measurement.  My position as both a PhD 
candidate and researcher employed at MOPAC, necessitated that I made it clear to each 
interview participant that this research was part of my academic pursuits, rather than a work 
project that could compromise their employment with the MPS. Interview participants were 
also reassured that all data would be held securely and that their anonymity would be 
protected throughout the course of the study, core components of good ethical practice in 
social research (see also David and Sutton, 2011; May, 2001). To preserve anonymity and 
protect participants from any professional harm, all participants are given pseudonyms 
throughout this thesis. The information published or released in the current form would not 
allow for the actual or potential identification of research participants. Indeed, the identity of 
participants is disguised further still by the sheer size of the MPS’ workforce at over 50,000 
employees. In accordance with the UK Data Protection Act 1998, all secondary data and 
information provided by participants during the qualitative interviews was stored on a 
password-protected file with any personally identifying information redacted (BSA, 2017).  
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4.3 Mixing methods   
 Mixed methods research is now ‘recognised as the third major research approach or 
research paradigm, along with qualitative and quantitative research’ (see Johnson et al. 2007: 
112). Creswell and Plano Clark (2007:5) broadly define it as both ‘a research design with 
philosophical assumptions as well as methods of inquiry […] It’s central premise is that the 
use of quantitative and qualitative approaches in combination provides a better understanding 
of research problems than either approach alone’. It follows that when designing and carrying 
out this mixed methods study, I was guided by two principal considerations. First, my own 
philosophical assumptions and interpretation of current debates pointing to the rationale for 
mixed methods research. Second, the type of mixed methods design that would allow for 
integration of the quantitative and qualitative methods, data and analysis at each phase of the 
inquiry.  
4.3.1 Mixed methods research: a pragmatic approach to negotiate the ‘complex maze’  
Within the social sciences, there has traditionally existed somewhat of a polarity 
between the quantitative and qualitative paradigms. Quantitative methods have typically been 
associated with enumerative induction and characterised as more ‘objective and rigorous’, 
while qualitative methods are associated with analytic induction and typically conceptualised 
as more ‘subjective and speculative’ (Brannen, 1992; Fielding and Fielding, 2010). 
Nonetheless, despite on-going contestation about the compatibility of ‘mixing’ approaches 
(Creswell and Plano Clark, 2007) and the enduring ‘gulf’ and ‘distinctions between the 
paradigms’ (Brannen, 1992: 3), the combination of different methodological approaches has 
a long history in the social sciences (see Fielding, 2012: Hesse-Biber, 2010). Further, scholars 
have documented the growing use of mixed methods research across disciplines in recent 
years, and simultaneously, a growing focus in the academic literature detailing and critiquing 
specific types of mixed methods designs (see for example Bryman, 1984; Creswell and Plano 
Clark, 2007; Fielding, 2010; Ivankova and Kawamura, 2010; Tashakkori and Teddlie, 1998). 
That more scholars are now ‘happily’ combining different methods within a single study is 
indicative of growing ‘movement between paradigms at the levels of epistemology and theory’ 
(Brannen, 1992:3).  
Whilst some methodological ‘purists’ continue to express allegiance to either the 
qualitative or quantitative ‘side of the fence’, and for that matter challenge the practicality and 
usefulness of mixing methods, more and more scholars are said to be adopting ‘pragmatism’ 
as the philosophical basis of mixed methods research (see Creswell and Plano Clark, 2007; 
Tashakkori and Teddlie, 2003).  This philosophical perspective stresses the importance of the 
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research question(s) as the basis for the research design; supports the use of quantitative and 
qualitative approaches in a single study and calls for the abandonment of forced choice 
between either approach (Creswell and Plano Clark, 2007; Tashakkori and Teddlie, 2003). 
Hamersley (1992: 52) argues that mixed methods research better captures the fluidities, 
complexities and multi-dimensionality of the research process, than do conventional 
dichotomous choices between qualitative or quantitative approaches:  
‘What is involved is not a crossroads where we have to go left or right. A better analogy is a 
complex maze where we are repeatedly faced with decisions, and where paths wind back on 
one another. The prevalence of the distinction between qualitative and quantitative methods 
tends to obscure the complexity of the problems that face us and threatens to render our 
decisions less effective than they might otherwise be’.  
As I set out on my research journey, Hamersley’s analogy chimed particularly strongly with 
my own pragmatic interpretation of these philosophical debates. Rather than being bound by 
methodological commitments or sensing a need to sacrifice the breadth of my inquiry, the 
features and benefits of mixed methods research appealed to me (even as a relatively 
inexperienced mixed methods researcher!). Both as a route to negotiate the ‘complex maze’ 
of the research and also ensure that decisions about my design were made according to the 
requirements of the thesis’ key research questions.  Hamersley’s analogy remained a useful 
and pertinent reference point as my research unfolded; helping to guide my efforts to 
interweave the quantitative and qualitative methods, data and analysis at each stage of the 
inquiry.  
4.3.2 Triangulation Design: for validation and integration  
Having considered my philosophical stance and the key reasons laid out by scholars 
for mixed methods research (see for example Creswell and Plano Clark, 2007; Fielding, 2012), 
the next step was to decide on the specific design type for the mixed methods approach that 
would allow me to comprehensively address the thesis’ research questions. Creswell and 
Plano Clark (2007) outline four major types of mixed methods research, namely: The 
Triangulation Design; The Embedded Design; The Explanatory Design and The Exploratory 
Design31. The components of the Triangulation Design were particularly well matched to the 
requirements and timescales of my research, as well as my broader motivation to ensure that 
the quantitative and qualitative elements became empirically interdependent and 
‘complementary’ throughout the study (see Bazeley, 2009; Creswell and Plano Clark, 2007; 
 
31 Creswell and Plano Clark (2007:67) define the Embedded Design as ‘a mixed methods design in which one data set provides 
a supportive, secondary role in a study based primarily on the other data type’. The Explanatory Design is a two-phase approach 
in which qualitative data is used to explain quantitative results. In this approach, investigators typically afford greater weight to 
the quantitative phase of inquiry (2007:69-71). Similarly, the Exploratory Design is a two-phase approach, however this approach 
starts with qualitative data which is then to develop the quantitative phase of inquiry.  
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Fielding, 2012; Hesse-Biber, 2010). The Triangulation Design is characterised by a ‘single 
phase’ or ‘concurrent’ data collection process and affords equal weighting to both the 
qualitative and quantitative data. As Creswell and Plano Clark (2007:64-65) outline:  
‘In this model, the researcher collects and analyses quantitative and qualitative data separately 
on the same phenomenon and then the different results are converged (by comparing and 
contrasting the different results) during the interpretation’. This variant of the triangulation 
design thus presents a rigorous and efficient approach to allow researchers ‘to compare results 
or to validate, confirm, or corroborate quantitative findings with qualitative findings’.  
Put simply, adopting the triangulation design allowed me to generate a better understanding 
of officers’ attitudes toward neighbourhood policing than either approach would have allowed 
in isolation.  
Like the term ‘mixed methods research’, triangulation - ‘one of the oldest metaphors in 
the mixed methods lexicon’ (Bazeley and Kemp, 2012: 61) – also remains subject to 
definitional uncertainty. In a recent paper, Denzin (2012: 85), influential in popularising 
triangulation in the context of qualitative research in the 1970’s, highlights that ‘the term has 
been used, abused and misinterpreted’. Acknowledging this definitional ambiguity, and more 
broadly that triangulation strategy has several meanings and uses (Jick, 1979), it can be 
broadly understood here as ‘the combination of methodologies in the study of the same 
phenomenon’ (Denzin, 1978: 291). Triangulation is now a popular and widely articulated 
approach to mixing methods (see for example Creswell and Plano Clark, 2007; Denzin, 1978 
and 2012; Fielding and Fielding, 1986; Fielding, 2012; Jick, 1979; Tashakkori and Teddlie, 
2003). Indeed, scholars have noted the growing attention on and use of triangulation strategies 
for mixed methods research in recent years (see for example Bryman, 1984; Fielding, 2010; 
Ivankova and Kawamura, 2010). Triangulation most popularly represents the combination and 
comparison of multiple methods, data sources and perspectives to elevate the accuracy and 
validity of inferences drawn from data (see for example Bazeley and Kemp, 2012; Bryman, 
1984; Creswell and Plano Clark, 2007; Denzin, 1978; Fielding, 2009; Fielding and Fielding, 
1986; Jick, 1979). Jick (1979: 602) for example, describes methodological triangulation as ‘a 
vehicle for cross validation when two or more distinct methods are found to be congruent and 
yield comparable data’. 
However, the idea of triangulation as entirely a mechanism for validation has been 
subject to critique and debate (see for example Bazeley and Kemp, 2012; Brannen, 1992; 
Fielding and Fielding, 1986; Fielding, 2012). Critique from ‘integrationists’ has centred on a 
perceived neglect of those using triangulation to consider when, how and why data are 
integrated during the research process (see Fielding, 2012). According to Brannen (1992:13), 
the debate between scholars who see integration as an essential feature of mixing methods, 
and those who see it as problematic, epitomises ‘what some regard as an epistemological 
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divide underpinning many of the distinctions between qualitative and quantitative approaches’. 
For example, Bazeley and Kemp (2012:61) argue that when rendered exclusively as a tool for 
validation, triangulation ‘says nothing about integration of methods but rather emphasizes that 
the methods involved must remain independent to allow ‘‘uncontaminated’’ results to be 
compared’. Echoing these concerns, Fielding (2012:125-127) poses that ‘Integration is really 
the heart of the whole mixed methods exercise…’ noting that ‘Since the presumable point of 
mixing methods is to see the analytic implications of linking data derived from different 
methods rather than have findings from different methods ‘‘talk past each other’,’ the neglect 
of data integration is a troubling matter’. Studies that fail to explicitly integrate data from the 
quantitative and qualitative methods on which they are based are commonly criticised as being 
‘simply a collection of multiple methods’ (Creswell and Plano Clark, 2007: 83).  
Eager to avoid this trap and recognising the opportunities of a triangulation design 
beyond validation as a strategy to extend the breadth and ‘analytic depth’ of the research 
inquiry (Fielding and Fielding, 1986; Fielding 2012), I set out with a commitment to carefully 
integrate both methods and sets of data from the outset of the study. Guided principally by the 
suitability of the triangulation design procedures to my research questions, as well as the 
rationale scholars set out for using mixing methods (see for example Bryman, 2006; Greene 
et al. 1989; Fielding, 2012), a triangulation design made ‘intuitive sense’ (Creswell and Plano 
Clark, 2007: 66). The convergence model of triangulation designed and utilised for the present 
study is summarised in Figure 1 (below). Whereas previous visualisations of the convergence 
model of triangulation (see for example Creswell and Plano Clark 2007: 63-64) seemingly fail 
to reflect the fluid nature of the mixed methods design, my approach draws on the ‘complex 
maze’ analogy (Hamersley, 1992). In so doing, Figure 1 reflects a commitment to 
simultaneously integrate different elements of the data and method at each stage of the study, 
and a feeling throughout the study of going back and forth between both the quantitative and 
qualitative components.  
A crucial enabler of the successful mixing of methods and data from the get-go in the 
present study was the careful and considered design of the semi-structured interview guide. 
The interview guide was developed so that it reflected the content of the survey and indeed 
the quantitative findings that were emerging from the early secondary analysis. The ‘compare 
and contrast’ component of the model also occurred on an on-going process, rather than 
simply coming after the formulation of results as other visualisations suggest (see Creswell 
and Plano Clark, 2007: 63-64). This back and forth approach helped yield an even deeper 
understanding and informed interpretation of the overall findings, whilst also allowing for any 
recurrent or competing findings to be explored in ‘real time’ and tested through the data.  
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Figure. 1: The Convergence Model of Triangulation used in this study (adapted from Creswell and 
Plano Clark, 2007:63)  
 
 
 
 
 
 
 
 
4.4 Rationale for mixed methods approach 
Following calls ‘for researchers to be explicit’ about the rationale for conducting mixed 
methods research (Bryman, 2006: 111), my rationale for the approach employed in this study 
is now summarised. Drawing on research by mixed methods researchers (see for example 
Bryman, 2006; Creswell and Plano Clark, 2007; Fielding, 2012; Greene et al., 1989), my 
justification for using a mixed methods approach can be summarised under five headings: i) 
analytic density/completeness ii) contextual understanding iii) offset methodological 
weaknesses iv) illustration v) utility of the findings for the police audience. It is also noteworthy 
that several other scholars have utilised mixed methods approaches successfully to explore 
the occupational experiences and cultural attitudes of police officers (see for example Brown, 
2016; Fielding 1988; Yesberg and Dawson, 2017).  
Analytic density/completeness 
Building analytic density is one of the main benefits of mixed methods research 
(Bryman, 2006; Creswell and Plano Clark, 2007; Fielding and Fielding, 1986; Fielding, 2012). 
The notion of analytic density is rooted in the view that mixing methods can extend the breadth 
and depth of understanding about the research problem beyond what have been possible 
through either approach alone (Fielding, 2012).  In the case of the present study, the use of a 
quantitative approach alone would have restricted understanding of how police officers have 
interpreted and experienced policy directives to re-present the police as deliverers of a service 
and the public as customers. The secondary data did not contain variables on key areas of 
QUANTITATIVE DATA COLLECTION 
CAS collected for secondary analysis 
QUALITATIVE DATA COLLECTION 
Semi-structured interviews 
QUANTITATIVE DATA ANALYSIS 
1. Data cleaning and manipulation 
2. Descriptive analysis 
3. Structural Equation Modelling 
QUANTITATIVE DATA ANALYSIS 
1. Transcription 
2. Coding 
3. Thematic analysis 
Secondary 
data informs 
interview 
guide 
Compare 
and 
contrast 
Interpretation 
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inquiry such as officers’ motivations for joining, how they interpret the language of customer 
focus or how they have navigated recent government austerity, issues that could be explored 
in-depth through the qualitative interviews. Further to this, all survey items were measured on 
close-ended scales, limiting opportunities for officers to elaborate on responses and in-turn 
the completeness of understanding about the settings in which their outlooks unfold. By the 
same token, the use of the qualitative approach alone would have limited the scope of the 
inquiry, given the relatively limited number of interview participants and subsequent 
constraints on representativeness and generalizability (see Fielding, 2010). In sum, combining 
the quantitative and qualitative methods (i.e. linking generalisable statistical results and 
officers’ voices) allowed for the generation of a more complete and comprehensive 
examination of officers’ attitudes toward neighbourhood policing and commitment to their role.    
Contextual understanding  
 Relatedly, the combination of the two approaches helped significantly elevate 
contextual understanding. Bryman (2006: 106) notes how the mixing of qualitative and 
quantitative methods can be ‘rationalized in terms of qualitative research providing contextual 
understanding coupled with either generalizable, externally valid findings or broad 
relationships among variables uncovered through a survey’.  As noted, one of the key 
limitations that exist with secondary data analyses is the time lag between the collection of the 
original data and the analysis itself (Dunn et al., 2015). This was an issue I had to contend 
with in the present study: since the data was collected there have been many changes in the 
social, economic and political landscape within which policing in the UK is situated (for review 
see Chapter 2 of this thesis). The addition of the qualitative element of the research was able 
to bridge this time lag and in-turn help plug potential gaps in contextual understanding. Indeed, 
during the interview’s, participants were eager to voice concerns about the declining state of 
morale, cuts to their pay and pensions, and growing frustration they were being asked to ‘do 
more, with less’ in the context of austerity (Millie, 2013:2). It follows that these contextual 
issues evolved as a major topic of conversation in the interviews and as a persistent theme in 
the analyses.  
Offset methodological weaknesses  
Mixing quantitative and qualitative approaches allows researchers to offset against the 
weaknesses (and draw on the strengths) of both approaches (Brannen, 1992; Bryman, 2006; 
Creswell and Plano Clark, 2007; Fielding and Fielding, 1986; Fielding, 2012). As Creswell and 
Plano Clark (2007: 62) note, the intent in using the triangulation design ‘is to bring together 
the differing strengths and non-overlapping weaknesses of quantitative methods (large 
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sample sizes, trends, generalization) with those of qualitative methods (small N, details, in-
depth)’. The quantitative phase of inquiry enabled a rigorous examination of differences in 
officers’ attitudes according to their gender and role circumstances, and the testing of multiple 
hypotheses to assess the factors shaping officers’ attitudes toward neighbourhood policing. 
The large and diverse sample also allowed opportunities for subgroup analyses using 
advanced techniques to help achieve demonstrable reliability and validity.   
Mixing semi-structured interviews with the quantitative analysis, despite their limits in 
terms of generalizability and representativeness, helped plug gaps in, and limitations with, the 
secondary data (i.e. missing data, time lag). Combining the qualitative interviews with the 
secondary data also helped with the clarification and elaboration of results, reflecting the 
‘complementarity’ benefits of mixed methods research (Bryman, 2006; Greene et al., 1989; 
Hesse-Biber, 2010). Exemplifying this, a high proportion of officers reported ‘neutral’ views on 
key measures relating to neighbourhood policing (see Chapter 5). Without the in-depth, 
detailed accounts of officers’ experiences working in neighbourhood postings, it would have 
been more difficult to explain the trends in quantitative data and how service directives are 
playing out in practice.  
Illustration and utility  
The use of mixed methods as a strategy for illustration and enhancing usefulness was 
well-suited to the objectives of this study, given its applied focus (see Bryman, 2006; Fielding 
and Fielding, 1986; Fielding, 2012). To quote Fielding (2012:127): ‘Illustration is about showing 
the reality of the research topic in presentations or publications. Statistical data can be dry, 
and a clip from an interview can bring the issue alive’. Fielding (2012: 127) goes on to note 
that the illustration of statistics with qualitative data can be particularly useful in the case of 
applied research with a policy-focus, to ‘give policymakers a sense of the effects of policies in 
the real world beyond government’. It follows that the attractiveness and use of mixed methods 
research in the applied research sphere is gathering pace, with the integration of different 
methods and data often seen as a necessity (rightly or wrongly) to meet policy evidence 
requirements (see Fielding, 2010). Mixing methods in the present study not only allowed 
opportunities to bring the quantitative data to life with verbatim quotes but generate a more 
vivid understanding of how the customer-focused policy directives of neighbourhood policing 
(Bullock, 2014; Loftus, 2009; Westmarland, 2016) have been interpreted and understood by 
officers themselves.   
4.5 Reflections on self: researching part-time 
The challenges that academic scholars have experienced gaining access to police 
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organisations for research purposes and establishing meaningful relationships with 
practitioners have been well-versed (see for example Dawson and Williams, 2010; Fenn et 
al., 2019; Goode and Lumsden, 2018). My position as a researcher at MOPAC operated 
strongly in my favour. This helped in facilitating access to the key data sources used for this 
study and saved a significant amount of time. For the purpose of sampling for the qualitative 
interviews, I had direct access to a pool of serving frontline police officers. For the purpose of 
secondary analysis, I had awareness of, and familiarity with, data that I could negotiate access 
to. Data that (to my knowledge) had never before been used for the purpose of academic 
study.  As noted, after presenting my research proposal to a group of senior managers in the 
MPS, a collaboration and data sharing agreement was drafted and sent to them for approval. 
As a researcher with MOPAC, my access to otherwise secure, limited public-access 
police stations and buildings (e.g. City Hall, The Empress State Building and New Scotland 
Yard) meant that almost every one of my interviews could be carried out on ‘police turf’. This 
helped elevate levels of trust and mitigate participants’ anxiety and concerns about the 
confidentiality of the interviews, particularly when discussing sensitive and personal matters 
(e.g. pay, line management). Perhaps most crucially, having spent a few years working 
relatively closely with police officers I felt I was able to ‘speak like a cop’. Much has been 
written about the language differences that can hamper the relationship between police 
practitioners and academic researchers (see for example Buerger, 2010; Bullock and Tilley, 
2009; Fenn et al., 2019; Stanko and Dawson, 2016), manifesting in the ‘dialogue of the deaf’ 
(see Bradley and Nixon, 2009). Academics often present research in a way that is not 
accessible or lacks relevance to police officers (Fenn et al., 2019). Police officers (and other 
legal professionals) themselves are renowned for using a large-number of acronyms, 
abbreviations and codes, labelled in a recent media article as ‘ploddledygook’ (The Telegraph, 
2009). My ability to decipher this so-called ‘ploddledygook’ helped me establish an appropriate 
balance of power and rapport with participants; ensured conversations flowed smoothly; and, 
aided the interpretation of interview transcripts.  Linked to this, my ability to demonstrate a 
clear understanding and experience of operational policing to frontline officers during the 
interviews accentuated trust and thus yielded honest and rich insights into the realities of 
modern policing.  Reflecting ‘elevated levels of comfort’ (Brown, 2016: 300) and resonating 
strongly with Reiner’s (1978:15) experience working with police, participants ‘…seemed to 
treat the interviews with gusto, and to regard me as a potential saviour who would reveal the 
injustices rife within the force or put over the police point of view to an uncomprehending 
public’.   
Finally, my position presented some early career opportunities for me to strengthen 
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links between MOPAC, the MPS and academic institutions (especially the University of 
Surrey), a role I considered particularly important. Emerging findings from my research were 
presented to the MPS and other police organisations (see Appendix D) over the period of my 
study and used to inform organisational learning. My experience provides some evidence of 
the potential value of academic researchers and police practitioners working collaboratively to 
bridge the gap between academia and applied research and to build the scientific knowledge 
base for policing (see also Braga, 2016; Fenn et al., 2019).  
It should also be noted that I found it incredibly challenging at times ‘escaping’ from 
my PhD research and balancing the day-to-day demands of my study with the requirements 
of my job with MOPAC (and later Police Now). The boundary between my PhD research and 
role as a researcher with MOPAC felt particularly blurred during the early stages of my 
research. To mitigate this, I openly reflected and discussed the challenge of part-time study 
with my line manager at MOPAC, whilst also engaging in frequent conversations with my PhD 
supervisors. I also was able to allocate a minimum of two days per week away from the 
MOPAC office to work on my research. Subsequently, as the study progressed, I felt better 
equipped to manage the early sense of role conflict I experienced and more clearly distinguish 
between my academic pursuits and responsibilities at MOPAC.  
4.6 Chapter summary  
This chapter has outlined the thesis’ overall methodological approach, providing a 
clear overview of, and justification for, the mixed methods research design that represents a 
unique approach to examine police officer’s attitudes toward neighbourhood policing. 
Combining qualitative semi-structured interviews with enabled me to advance the analytic 
density; contextual understanding; offset methodological weaknesses of the quantitative arm 
of study as well as improve the illustration and usefulness the benefit of the practitioner 
audience (Bryman, 2006; Fielding, 2012; Greene et al., 1989).  
Whilst presenting various practical and ethical considerations (see also Atkinson, 
2013), my position as both a PhD student and researcher with MOPAC broadly worked to my 
advantage. This smoother accessed to data and potential interview participants. Further, 
being able to speak the ‘police language’, demonstrate an awareness of the challenges and 
pressures of frontline policing and conduct the interviews on ‘police turf’ helped me build 
rapport and establish a sense of trust and integrity with each participant, fundamental to good 
ethical practice in social research (BSA, 2017; May, 2001).  
By employing a convergent mixed method design I set out to triangulate the 
quantitative and qualitative data in a way that both became empirically interdependent and 
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‘complementary’ throughout the study (Bazeley, 2009; Creswell and Plano Clark, 2007; 
Fielding, 2012; Hesse-Biber, 2010). The chapters that follow present the results of my 
empirical endeavours to examine police officers’ attitudes toward neighbourhood policing. In 
so doing, my hope is that this thesis will provide encouragement to those considering adopting 
a mixed methods approach in the context of policing research.  
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Chapter 5.   Assessing the factors that shape officers’ attitudes 
toward neighbourhood policing 
5.1      Introduction 
Amidst recent policy efforts to re-orient the British police as a ‘service’ and re-present 
the public as ‘customers’ of that service, there remain question marks over the extent to which 
the entrenched occupational ideologies of police are responsive to, or indeed at odds with, the 
neighbourhood policing model (see for example Cosgrove and Ramshaw, 2015; Loftus, 2009; 
Myhill and Bradford, 2013; Reiner, 2000). Neighbourhood policing and its core outputs (e.g. 
community engagement, partnership working, collaborative problem-solving), have 
traditionally been afforded an inferior status inside police organisations, perceived to be 
departing from ‘proper’ conceptions of police work (Fielding, 1994; Holdaway, 1983; 
McCarthy, 2013; Waddington, 1999). However, there has been limited research seeking to 
understand what factors influence police officers’ attitudes toward neighbourhood policing and 
the customer-focused goals it encapsulates (Bond et al., 2015; Demirkol and Nalla, 2017; 
Myhill and Bradford, 2013).  
Drawing on data from a large-scale survey and a series of semi-structured interviews 
with serving police officers in the MPS (the largest police force in England and Wales) the 
empirical chapters that follow begin to fill this important gap in the literature and directly 
address the interrelated questions outlined in the thesis’ introduction. This chapter examines 
the cultural and organisational factors that shape officers’ attitudes toward neighbourhood 
policing, accounting for their demographic and role circumstances. To achieve this, data is 
analysed from a survey of 2,066 officers working in the MPS. The chapter begins with a 
description of the hypotheses generated, followed by a discussion on the data and measures 
used as well as the structural equation modelling approach employed to simultaneously test 
these hypotheses and identify the key determinants of officers’ attitudes toward 
neighbourhood policing. It then presents the empirical findings. The findings show that 
perceived organisational justice, attitudes toward serving the public and openness to citizen 
involvement are positively associated with officers’ attitudes toward neighbourhood policing. 
They also expose differences in ratings of neighbourhood policing and other cultural and 
organisational variables according to officers’ gender, rank and role in the organisation.  
5.2 Research hypotheses 
Chapter 3 demonstrated that officers’ job attitudes are closely connected to the 
occupational, organisational and wider contextual conditions within which they carry out their 
work.  However, few studies have evaluated the interplay between these factors, particularly 
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in the context of neighbourhood policing. Based on the existing literature, officers’ thirst for 
action, internal solidarity and suspicion toward citizens - ‘core characteristics’ of police culture 
(Reiner, 2000) – all seemingly reinforce officers’ law enforcement orientation and are broadly 
incongruent with neighbourhood policing (see also Myhill and Bradford, 2013). Past studies 
have also shown that organisational factors such as specialisation opportunities and the 
composition of neighbourhood teams; training; performance indicators; organisational justice 
perceptions and mission ambiguity all have potential implications for officers’ attitudes toward 
service-models like neighbourhood policing (see Chapter 3 for review).   
 
Using data collected in the MPS, six core research hypotheses were idenfitifed to 
assess the key factors that might explain officer’s alignment to neighbourhood policing. The 
six defined hypotheses are outlined below:  
H1.  Perceptions of organisational justice will be positively associated with officers’ 
attitudes toward neighbourhood policing.  
It was expected that if MPS officers report high perceptions of fairness and respect 
within the MPS they will be more likely to express favourable attitudes toward neighbourhood 
policing and therefore assign this program the status of ‘real’ policing. A growing body of 
empirical research (see Bradford et al., 2014; Bradford and Quinton, 2014; Myhill and 
Bradford, 2013; Quinton et al., 2015) has shown that perceptions of fair decision making and 
respectful treatment inside the workplace, not only enhances officers’ job satisfaction and 
identification with their police organisation, but also strengthens their views toward serving 
members of the public and their alignment with service-model policing.  
H2.  Positive training assessments will be positively associated with officers’ 
attitudes toward neighbourhood policing. 
Despite the lack of systematic research evidence on the volume, quality and effects of 
police training (Skogan et al., 2015), a handful of studies have identified a positive relationship 
between police training and officers’ attitudes to service-model policing. For example, the 
findings drawn from a longitudinal study conducted by Haarr (2001) at a police-training 
academy in the USA, revealed classroom and field training to be positively associated with 
recruits’ attitudes to community policing and problem solving. Likewise, evaluations of police-
training programs on the principles of procedural justice, both in the UK (Wheller et al., 2013) 
and the USA (Skogan et al., 2015), have observed that officers are more likely to display 
supportive orientations toward citizens having received service or process-based training. 
According to these studies, the provision of training has an important role to play in promoting 
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support for the service-model policing and improving police-community relations (Fildes et al., 
2017; Skogan et al., 2015; Wheller et al., 2013).   
H3.  Positive attitudes to serving the public will be predictive of positive attitudes 
toward neighbourhood policing.   
According to past studies, police officers are notoriously inward looking and to be 
especially sceptical when it comes to serving the public. Scholars have drawn attention to the 
‘us and them’ mentality that characterises the occupational ideology of the police (see for 
example Cockcroft, 2013; Loftus, 2009; Reiner, 2010; Skogan, 2008; Waddington, 1999). We 
can reasonably expect that police officers that don’t subscribe to this orthodox way of thinking 
and instead report positive views to providing a service to the public will also express more 
favourable attitudes toward neighbourhood policing. Using SEM to analyse data from a survey 
of police officers in a police force in England, Myhill and Bradford (2013) observed a strong 
positive relationship between officers’ alignment with community policing and attitudes to 
serving the public.  
H4.  Openness to citizen involvement in performance appraisal will be predictive of 
positive attitudes toward neighbourhood policing.  
Since the late-2000’s the public’s confidence in, and satisfaction with, policing services 
has taken centre stage in the evaluation of police performance in England and Wales (see 
Charlton et al., 2009; HM Treasury, 2008; Jackson and Bradford, 2010; Quinton and Morris, 
2008; Stanko et al., 2012). The focus on customer-focused performance metrics underpinned 
the national rollout of neighbourhood policing between 2005 and 2008, a strategy introduced 
with the aim of improving public confidence in the police (HMIC, 2008; Mason, 2009; Quinton 
and Morris, 2008).  It was therefore expected that MPS officers who support the need to 
incorporate quality of service measures in performance frameworks are more likely, on 
average, to express positive attitudes toward neighbourhood policing.  
H5.  Strong orientation to law enforcement will be negatively associated with 
officers’ attitudes toward neighbourhood policing.  
It has been widely acknowledged that police officers define their role primarily in terms 
of enforcing the law and bringing people to justice (see Cockcroft, 2013; Fielding, 1994; 
Holdaway, 1983; McCarthy, 2013; Paoline, 2003; Loftus, 2009; Reiner, 2000; Waddington, 
1999). As a result, the service and relational aspects of police work are typically treated with 
animosity, struggling to assume the status of ‘real’ police work inside the police organisation 
(Fielding, 1994; Holdaway, 1983; McCarthy, 2013; Reiner, 2010; Waddington, 1999). Based 
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on this, it was expected that strong orientation to law enforcement would have a direct negative 
association with MPS officers’ attitudes toward neighbourhood policing.  
H6.  Organisational commitment will be positively associated with officers’ attitudes 
toward neighbourhood policing.  
A meta-analysis of the drivers, consequences and correlates of organisational 
commitment by Meyer et al. (2002) revealed a positive relationship between organisational 
commitment, agency satisfaction and both employee-relevant and organisational outcomes. 
Considering this research, it can be expected that officers who report a strong commitment to 
the MPS will be more likely to report positive attitudes toward neighbourhood policing. That 
said, there is very limited empirical research on organisational commitment in the police 
(Brunetto et al., 2012; Dick, 2011; Dick and Metcalfe, 2001; Metcalfe and Dick, 2001), 
particularly in terms of its causal relationship with officers’ attitudes toward neighbourhood 
policing. The findings from research that does exist are somewhat inconclusive. For example, 
Myhill and Bradford (2013) report a ‘complex’ relationship between organisational commitment 
and officers’ service orientation. This is despite highlighting a strong association between 
organisational justice and employee commitment, the former a strong direct predictor of 
officers’ alignment with service-model policing (see also Bradford et al., 2014; Quinton et al., 
2015).  
 
5.3       Data and measures 
5.3.1 Cultural Analysis Survey (CAS) 
To test the hypotheses outlined above, data is drawn from the MPS’ Cultural Analysis 
Survey (CAS). As outlined in the previous chapter, nine Borough Operational Command Units 
(BOCU), and two Specialist Crime and Operations Units (SC&O) in the MPS were invited to 
take part in the survey in 201132. The survey was administered online, circulated via email to 
all police officers, PCSOs, police specials, and police support staff working in that area of the 
force. In total, the survey elicited 2,598 responses (a response rate of 30%). Only police officer 
data were retained for the purpose of this study33, leaving a final sample for analysis of 2,066. 
The CAS questionnaire was robustly designed and tested before being administered. 
Firstly, a review of the police literature was conducted by the NPIA to identify the underlying 
concepts associated with service-model policing. This was followed by a review of the 
methodological literature pertaining to measuring attitudes within the police service. Finally, 
 
32 The survey has not been administered again since, making the data used in this thesis the most up to date version available.  
33 Data for police staff, PCSOs and special constables removed. 
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cognitive interviewing was carried out with a sample of police officers to test the extent to 
which the respondents would understand the questions (NPIA, 2009). 
The questionnaire was made up of 30 core questions that covered a range of key 
concepts under the umbrella term of ‘citizen-focused policing’ (see Appendix E for the full list 
of questions). The questions were randomly ordered ‘so that respondents answered a mixture 
of positive and negatively worded statements’ (NPIA, 2009: 2). The NPIA also provided a list 
of around 30 optional questions, from which 12 were selected by the MPS and included in the 
survey.   
5.3.2 Dependent variable 
Officers’ attitudes toward neighbourhood policing: One key dependent variable was 
used in the analyses to gauge MPS officers’ attitudes toward neighbourhood policing. This 
was measured by a single survey item that asked respondents how much they agreed with 
the following statement: ‘Neighbourhood policing is not ‘real’ policing. Responses were 
measured on a five-point Likert-type scale (1= strongly agree, 2= agree, 3= neither agree nor 
disagree, 4= disagree, 5= strongly disagree). Responses were recoded for ease of 
interpretation so that a high score reflected favourable attitudes toward neighbourhood 
policing.   
5.3.3 Explanatory variables 
To test the research hypotheses, six latent constructs were estimated within a 
confirmatory framework. Each of the constructs were measured by survey items that used 
five-point Likert-type scales, with response options ranging from “strongly disagree” to 
“strongly agree” (see Table 3 for full question wordings).  Each of the constructs generated, 
and the a priori theoretical and analytic frameworks these were based on, are described 
below34.  
Organisational Justice: Organisational justice is an umbrella term comprising of three key 
constructs: distributive justice, procedural justice and interactional justice (Colquitt, 2008; 
Greenberg, 2011). Attempting to follow this conceptualisation, five variables were used to 
generate an overarching measure of organisational justice. These variables reflect officers’ 
assessments of supervisory procedural justice and interactional justice35. Similar variables 
 
34 Because the original survey contained a mix of positively and negatively phrased items, the survey items comprising the latent 
indices were recoded consistently so that higher scores reflected more favourable opinions (see Table 4). 
35 I did consider splitting the two constructs (procedural and interactional justice), however a review of the existing literature by 
Myhill and Bradford (2013: 341) highlights that despite inconsistencies in the measurement of organisational justice, seminal 
policing scholars including Tyler ‘have argued that procedural and interactional justice are conceptually similar and tend to 
routinely combine them’. In fact, Myhill and Bradford (2013) also combined these constructs in their own analysis of officers’ 
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have been used by other police scholars to analyse survey data collected inside UK police 
forces and understand the key organisational factors that shape officers’ attitudes and identity 
beliefs (see Bradford et al., 2014; Bradford and Quinton, 2014; Myhill and Bradford, 2013; 
Quinton et al., 2015). Unfortunately, there were no items suitable for measuring distributive 
justice36. The Cronbach’s Alpha coefficient for scale reliability was strong at 0.78. 
Training: Three survey items represent officers’ assessment of their training. These relate to 
the extent to which officers agreed that the training they have received has adequately 
prepared them to deliver the type of service the public wants; given them the confidence to 
deal with members of the public and use their professional judgement. The reliability test result 
for this scale was 0.70.  
Attitudes to serving the public: Three items measure officers’ overall attitudes to serving the 
public. These items relate to the extent to which officers felt that communities and service-
users were deserving of a fair and respectful service from the police, and in this sense cover 
some of the essential ingredients of procedurally just policing, namely dignity and respect (see 
Jackson et al., 2013; Mazerolle et al., 2013). The three items used are identical to those used 
by Myhill and Bradford (2013) in their quantitative study measuring police officers’ attitudes 
toward serving the public in a small force in England. The Cronbach’s Alpha for this scale was 
0.68.  
Citizen involvement in performance appraisal: Three attitudinal variables represent officers’ 
appetite for the inclusion of citizen-voice in police performance and appraisal. The first item 
specifically represents the likelihood of officers supporting the ‘confidence agenda’ (Stanko et 
al., 2012), and the other two measure the extent to which officers’ were open to and valued 
public feedback. The reliability test result for this scale was 0.59. 
Law enforcement orientation: Officers’ law enforcement orientation was covered by two 
variables. These relate to officers’ perceptions of whether all laws should always be enforced 
and the extent to which they consider the MPS should have a zero tolerance approach to 
minor offences. These items were reverse coded so that a high score reflects a stronger 
identification with law enforcement as the core justification for policing. The Cronbach’s 
coefficient for scale reliability was 0.61. 
Organisational commitment: According to Meyer and Allen (1991), employee’s organisational 
commitment can be understood in three distinguishable mind-sets: affective commitment to 
 
attitudes toward service-model policing. I adopted this combined approach given my ambition to see whether the findings from 
past studies could be replicated in the MPS.     
36 Defined as the fair allocation of goods, rewards and resources within the organisation (see Colquitt, 2008).  
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the organisation, perceived cost of leaving, and obligation to remain.  The items used for the 
purpose of this analysis primarily cover the affective attachment dimension (i.e. officers’ stated 
satisfaction with and loyalty to their organisation). These are directly comparable with items 
used by other police researchers examining officers’ identification with and commitment to 
their organisation (see for example Bradford et al., 2014; Myhill and Bradford, 2013; Quinton 
et al., 2015). The reliability test result for the scale was strong at 0.72. 
5.3.4 Control variables 
Four control variables were also used in the structural equation models to account for 
differences in officers’ attitudes according to their individual characteristics and role 
circumstances. These were: gender (0=male or 1=female); length of service (1= 0-5 years’ 
service to 7= 30+ years’ service); rank (constable/sergeant = 0 or inspector and above = 1) 
and area of work (0=other37 or 1= Safer Neighbourhoods Team). 
5.3.5 Structural Equation Modelling 
Structural equation modelling is a form of modelling that is composed of the elements 
of multiple regression, path analysis and factor analysis (Shryane, 2011). SEM offers several 
advantages over traditional factor analysis and regression techniques. Most notably, this 
approach allows for i) a factor analysis to be conducted within a confirmatory framework, and 
ii) the simultaneous testing of multiple research hypotheses. As Schreiber et al. (2006: 326) 
note, SEM ‘allows researchers to test theoretical propositions regarding how constructs are 
theoretically linked and the directionality of significant relationships’. In addition, and 
importantly for this study, SEM permits the creation and analysis of latent variables. Latent 
variables are underlying variables that are not directly measurable but inferred from other 
manifest indicators that are observed in the data (see Gau, 2010; Schreiber et al., 2006; 
Shryane, 2011). To quote Shryane (2011:3), SEM ‘is ideal for studying potential causal 
pathways and variables that you can’t measure directly but have to rely on indicators of 
unobserved constructs’. SEM techniques also offer multiple fit indices that allow the 
researcher to rigorously evaluate how well the models fit to the observed data. For these 
reasons, SEM was identified as a highly suitable way to simultaneously test the research 
hypotheses and address the research questions at hand.  
 
 
 
37 ‘Other’ includes those officers based on a response, criminal justice, criminal investigation or support services team.  
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5.3.6      Assessing model fit 
To assess model fit, the same criteria as those commonly used in existing empirical 
studies in this area of policing research were used (see Bradford and Quinton, 2014; Jackson 
and Sunshine, 2007; Kuo, 2014; Myhill and Bradford, 2013). These were a) the Root Mean 
Square of Approximation (RMSEA38) <0.05; b) the comparative fit index (CFI39) >=. 90; and c) 
the Tucker-Lewis Index (TLI) >.90.  Note that whilst the chi-square (χ2) value will be reported, 
critics have argued that it offers ‘limited practical use’ (Gau, 2010: 144) given its sensitivity to 
sample size. To do this, a confirmatory factor analysis (CFA) was performed using the 
software package AMOS 22. This SEM technique has several advantages over traditional 
exploratory factor analysis (EFA) techniques, offered in software packages like SPSS.  
First and foremost, it represents a theoretically informed, deductive approach to 
analyses that is not limited by its reliance on subjective judgement and heuristic decision rules, 
unlike EFA (Gau, 2010; Schreiber et al. 2006; Tarling, 2009). CFA ‘allows the a priori 
theoretical specification of a model of the latent construct(s) and indicators, and the empirical 
assessment of this model’ (Jackson and Sunshine, 2007: 222). Second, the evaluation of the 
model in EFA is limited to factor loadings, which Gau (2010:139) argues ‘are cursory and do 
not suffice for complex questions about factor structures’. CFA on the other hand offers 
modification indices and a series of measures that enable the researcher to closely evaluate 
the goodness-of-fit of the model to the observed data (Gau, 2010; Jackson and Sunshine, 
2007; Schreiber et al., 2006).  
5.3.7 Dealing with missing data 
Chapter 4 reported that there was high proportion of missing cases on the control 
variables (ethnicity, gender, rank, area of work and length of service). It was therefore 
considered necessary to explore the issue of missing data in the analysis phase. Whilst 
several methods have been proposed to deal with ‘missingness’, most of the software 
packages (including AMOS 22) now implement maximum likelihood missing data handling, 
commonly referred to as full-information maximum likelihood (FIML). Methodologists agree 
that FIML is a much more robust way of dealing with missing data than traditional deletion and 
imputation methods that have no theoretical justification (see Enders, 2010; Enders and 
Bandalos, 2001). This holds true even when data are missing at random (MAR), given that 
FIML ‘maximises statistical power by borrowing information from the observed data’ (Enders, 
 
38 RMSEA is an absolute measure of error between the hypothesised model and the true covariance matrix underlying the data. 
Values between 0.10 and 0.06 are acceptable, values of 0.05 and below indicate very good fit (Gau, 2010).  
39 The closer the CFI statistic is to 1.0, the better the model fits the observed data. Hu and Bentler (1999) suggest that values of 
0.95 and above are indicative of a very good fit. However, Gau (2010) suggests a model can be considered useful anytime the 
CFI reaches at least 0.90, if the other measures indicate good fit.  
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2010: 87). Its accessibility and ease of implementation in statistical software packages such 
as AMOS also makes FIML an attractive option for the applied researcher (Enders, 2010; 
Enders and Bandalos, 2001). Having consulted this technical literature, a FIML estimation 
process was selected to adjust for any missing values in the current study40. This meant that 
a full sample of 2,066 cases could be retained for the analysis. 
5.4 Results 
5.4.1 Descriptive statistics 
Before outlining the results of the CFA and SEM, this section presents the descriptive 
analysis of the dependent variable and the latent constructs (organisational justice; training; 
attitudes to serving the public; openness to citizen involvement in performance appraisal; law 
enforcement orientation and organisational commitment). Table 4 presents the means and 
standard deviations for all the variables used in the analysis. Regarding the dependent 
variable, the descriptive results show that overall, police officers serving in the MPS consider 
neighbourhood policing to be ‘real’ policing (M=3.75, SD= 1). Of further interest, most officers 
also expressed that the feedback they receive from the public is important to them (3.60, 
SD=0.99), and that their training has given them the confidence to deal with members of the 
public (M=3.82, SD=0.84). Further, most officers reported a strong sense of loyalty to the MPS 
(M=3.94, SD=1.04). However, fewer than half of the respondents agreed that senior managers 
were in touch with what is happening on the front line (M=2.31, SD= 1.04), indicating potential 
differences in attitudes and occupational experience between lower ranks and those in more 
senior roles.  
 
 
 
 
 
 
 
40 A study by Enders and Bandalos (2001) examined the performance of four missing data mechanisms in SEM (namely FIML, 
listwise deletion, pairwise deletion, and similar response pattern imputation). The results indicated that FIML estimation was 
superior across all conditions of their test (convergence failures, parameter estimate bias, parameter estimate efficiency, and 
model goodness of fit), when compared to the other procedures. With these results in mind, they pose ‘that FIML might be a 
superior method for dealing with missing data in structural equation models, and subsequently recommend that ‘applied 
researchers reduce their reliance on ad hoc methods for dealing with missing data’ (2001:45).  
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Table 4.  Mean and Standard Deviation (SD) for variables and items 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Variables and items – strongly disagree (5) to strongly agree (1) Mean SD N  
Dependent variable     
Neighbourhood policing is not ‘real’ policing (npreal)   3.75 1 2066  
Organisational justice (orgjst)     
Procedural justice items 
Managers don’t listen to the views of their staff in this 
organisation (manlist) 
2.63 1.04 2066  
Senior managers are open to differing views* (smtdiff) 2.81 1.04 2066  
I do not feel comfortable expressing my opinion to people more 
senior than me (expopi) 
3.12 1.22 2066  
Interactional justice items 
Managers give mixed messages about what our values are 
(mixmsg) 
2.64 0.96 2066  
Senior managers are out of touch with what’s happening on the 
front line (smtout) 
2.31 1.04 2066  
Training (training)     
My training has prepared me for providing the type of service 
that the public wants* (trainprov) 
3.34 0.89 2066  
My training has given me the confidence to deal with members 
of the public* (traincon) 
3.82 0.84 2066  
My training encourages me to use my professional judgement* 
(profjud) 
3.36 1.07 2066  
Attitudes to serving the public (attpub)      
There are certain communities that do little to deserve the 
respect of the police (desres) 
3.29 1.13 2066  
It’s a waste of time trying to help some people (hlpppl) 3.12 1.18 2066  
Some victims of crime are more deserving of a good service 
than others (vicdes) 
3.14 1.25 2066  
Citizen involvement in performance appraisal (citinv)     
Public confidence should be the most important measure of 
success for the police* (pubconf) 
3.23 1.1 2065  
Public feedback should be part of somebody’s performance 
appraisal if they deal with the public* (pubperf) 
3.04 1.1 2065  
The feedback I get from the public is as important to me as 
feedback from my manager*(pubfeed) 
3.60 0.99 2066  
Law enforcement orientation (lwenf)     
All laws should be enforced at all times – otherwise people lose 
respect for the law* (law) 
3.11 1.19 2066  
We should have a ‘zero tolerance’ approach to minor offences* 
(zero) 
2.99 1.13 2066  
Organisational commitment (orgcom)     
The MPS is a good organisation to work for* (metgood) 3.67 0.98 2065  
I have no sense of loyalty to this organisation (orgloy) 3.94 1.04 2045  
Note: All items coded so higher mean scores represent a more favourable 
attitude.  
Data Source: MPS Cultural Analysis Survey. 
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As can be seen in Table 5, whilst the majority of those surveyed (69%) expressed 
favourable attitudes toward neighbourhood policing, almost a third of respondents did not 
actively afford neighbourhood policing the status of ‘real’ policing. 
 
 
Table 5. Dependent variable: Neighbourhood policing is not ‘real’ policing 
 
 
 
 
 
 
The descriptive results show a significant difference in MPS officers’ attitudes toward 
neighbourhood policing according to their individual characteristics and role circumstances, 
specifically gender, rank, area of work, length of service (see Table 6). Results from 
Independent samples t-tests reveal that male officers (M= 3.74, SD= 1.05) in the MPS are 
significantly less likely than women officers (M= 3.87, SD= 0.82) to assess neighbourhood 
policing as ‘real’ policing (t= -2.00, df= 1285, p <.05). The results indicate that officers ranked 
‘below Inspector’ (M=3.78, SD= 1.01), i.e. constables or sergeants,  are significantly less likely 
to describe neighbourhood policing as ‘real’ policing compared to those officers working at the 
rank of ‘Inspector or above’ (M= 4.08, SD= 0.91) in the MPS (t=-3.64, df= 1269, p <.001).   
Perhaps unsurprisingly, those non-neighbourhood team members (M= 3.65, SD= 1) were 
found to hold significantly less positive attitudes toward neighbourhood policing than officers 
deployed on a Safer Neighbourhoods Team (M= 4.30, SD= 0.95) within the organisation (t= 
9.76, df= 1556, p <. 001). Finally, a one-way analysis of variance (ANOVA) was conducted to 
explore possible divergence in MPS officers’ attitudes toward neighbourhood policing 
according to their length of service. This analysis reveals two significant difference in mean 
scores, between those officers with ‘21-25 years’ service (M= 4.07, SD= 0.88) and those with 
‘6-10 years’ service (M= 3.75, SD= 1.04) and ‘30+’ years’ service (M= 3.66, SD= 1). These 
frequency distributions provide some initial evidence that neighbourhood members, women 
and those in more senior ranks in the MPS are more likely to assess neighbourhood policing 
as ‘real’ policing.  
 
 
 % N  
Strongly Agree 3.4 71  
Agree 8.7 180  
Neither Agree nor Disagree 18.9 390  
Disagree 47.1 972  
Strongly Disagree 21.9 453  
Total 100 2066  
Data Source: MPS Cultural Analysis Survey.   
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  Table 6. Dependent variable by officers’ gender and role circumstances 
  Mean SD N  
Gender   1287  
Male 3.74 1.05 998  
Female 3.87 0.82 289  
Rank   1271  
Below Inspector 3.78 1.01 1104  
Inspector or above 4.08 0.91 167  
Area of work   1558  
Safer Neighbourhoods Team 4.30 0.95 276  
Other 3.65 1 1282  
Length of service   1569  
0-5 years 3.81 0.93 403  
6-10 years 3.75 1.04 447  
11-15 years 3.84 1.04 198  
16-20 years 3.83 1.01 135  
21-25 years 4.07 0.88 169  
26-30 years 3.85 1 144  
30 years + 3.66 1 73  
Note: A higher mean score represents more favourable attitudes. 
 
                       Data source: MPS Cultural Analysis Survey.  
5.4.2 Confirmatory factor analysis  
Prior to estimating the structural model, it was necessary to address the issue of 
construct validity. Put simply, to test the extent to which the latent indices being used in this 
study (see section 5.3.3) are measuring what they claim to be measuring. To confirm the 
robustness of the specified scales and test the hypothesis that a relationship between the 
observed variables and their underlying latent construct(s) did exist, a six-factor CFA model 
was estimated. The model appears in Figure 2 below41. According to the approximate-fit 
indices the model achieved a very good fit to the data (χ2= 397.31; RMSEA= 0.04; CFI= 0.97; 
TLI= 0.95). Figure 2 also displays the correlations between all the variables used in the 
analysis (also see Table A2). The highest correlation was found between organisational justice 
and organisational commitment (0.62). Whilst the factor analysis suggested these were best 
seen as two distinct constructs, the results suggest that officers’ sense of workplace fairness 
is closely related to their stated commitment to the MPS. This is consistent with previous 
research has suggested that organisational justice has a positive effect on cooperative work 
behaviours, largely a result of the fact it fosters a stronger sense of organisational commitment 
(see Quinton et al., 2015). The key point to make here is that none of the correlations between 
 
41 A list of full question wordings and standardised factor loadings can be found in Table A1. 
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the factors was found to exceed the recommended threshold (R > 0.7), suggesting good 
discriminant validity (see Hair et al., 1998).  On this basis, each of the six latent constructs 
was retained for use in the next stage of the analyses.  
 
Figure 2.  Six-factor confirmatory factor analysis (CFA) with standardised coefficients and 
squared multiple correlations (n=2,066) 
 
 
  
Table 7.  Measures of fit indices for the CFA model (n=2,066) 
χ2 d.f.     p value RMSEA CFI TLI 
397.31 120 <0.001 0.04 0.97 0.95 
   Data Source: MPS Cultural Analysis Survey. 
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5.4.3 Descriptive statistics: latent variables by demographics and role circumstances 
 Chapter 3 established that few recent studies have explored the variation and 
differences in officers’ cultural outlooks in a fast-changing policing landscape (see Charman, 
2017; Loftus, 2009). To better understand how officers’ attitudes toward neighbourhood 
policing and wider organisational experience might vary according to their gender, rank, area 
of work and length of service, a path analysis was estimated in which direct paths were drawn 
from each of the control variables (gender, rank, area of work and length of service) to each 
of the latent variables (organisational justice; training; attitudes to serving the public; openness 
to citizen involvement in performance appraisal; law enforcement orientation and 
organisational commitment).  Table 8 summarises the results from this analysis. Overall, the 
results show that women officers, those at the rank of inspector and above and neighbourhood 
team members generally have more positive attitudes across the cultural and organisational 
variables. In contrast, the results were mixed when considering service length.  
In terms of perceptions of organisational justice, women officers (β= 0.14, p <0.001), 
those at the rank of inspector and above (β= 0.35, p <0.001) and those deployed in 
neighbourhood roles (β= 0.14, p <0.001) tended to have significantly more positive 
perceptions. Those longer in service express slightly more positive perceptions of 
organisational justice (β= 0.07, p <0.05), though the effect was small. The most substantial 
difference observed was in officers’ rank. It is perhaps not surprising that officers in the most 
senior ranks have more positive assessments of internal fairness in the MPS, given they are 
largely responsible for the design and implementation of the management policies and 
practices in question. This finding does, however, point to clear differences in officers’ 
occupational outlooks and experience according to rank (see Cordner, 2017; Reiner, 1992 
and 2000; McLaughlin, 2007), indicating that what senior ranking officers perceive to be a fair 
process does not necessarily align with lower ranking officers’ perceptions.  
 The differences in assessments of training according to officers’ gender (β= 0.06, p 
>0.05), role (β= 0.07, p <0.05) and service length (β= 0.00, p >0.05) were small. Women 
officers and Safer Neighbourhood Team members had slightly more favourable assessments 
of the training they had received. The general lack of demographic and role variance in 
assessments of training is perhaps symptomatic of the fact that broadly speaking, officers 
receive the same core training over the course of their careers. The literature review also drew 
attention to the fact that much police learning takes place ‘on the job’ (see Chapter, 3; 
Charman, 2017; Fielding, 1988). More substantial differences were observed according to 
officers’ rank, with the most senior ranking officers’ expressing significantly more positive 
assessments of training provision than those. Indeed, previous research and inspections have 
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highlighted concerns about the quality and consistency of probationer training, as well as gaps 
in training and development opportunities for those at the rank of sergeant (see Fielding, 
2018).  This result might suggest that senior ranking officers have been exposed to better 
quality (or more) training to help them climb the promotion ladder and support their 
development in these roles.  
 Turning to officers’ attitudes to serving the public, the findings show that women 
officers (β= 0.14, p <0.001) and those officers at the rank of inspector and above (β= 0.23, p 
<0.001) express significantly more positive views. Those in neighbourhood roles (β= 0.06, p 
>0.05) and those with longer average service length (β= 0.08, p <0.05) expressed more 
positive attitudes, however the effect sizes were very small. These results are consistent with 
the trends observed in relation to officers’ assessments of neighbourhood policing as ‘real’ 
policing, strengthening the case that women officers (McCarthy, 2013) and senior ranking 
officers (see Cordner, 2017; Reiner, 1992 and 2000; McLaughlin, 2007) are more supportive 
of the service objectives and delivery mechanisms of neighbourhood policing. 
Similar trends were observed in officers’ openness to citizen involvement in 
performance appraisal. Women officers’ expressed significantly more positive attitudes than 
men (β= 0.15, p <0.001). Those at the rank of inspector and above (β= 0.26, p <0.001) again 
appear more receptive than lower ranking officers to the idea of capturing public feedback and 
integrating this into performance appraisals. Officers’ in Safer Neighbourhoods Teams 
expressed stronger support than officers’ working elsewhere in the organisation (β= 0.08, p 
<0.01). This makes intuitive sense, given that the measurement of public confidence and more 
routine integration of customer feedback has been a key feature of the customer-service 
agenda emphasised via neighbourhood policing (see HMIC, 2008 and 2009; Myhill and 
Quinton, 2010). There were no discernible differences according to officers’ length of service.  
The results for law enforcement orientation suggest that officers’ share similar views 
on this regardless of their gender, rank and area of work. No significant differences were 
observed.  This might be indicative of the fact that all police officers work under the strict 
confines of the law, moderating any subjective variability in responses to questions about the 
extent to which laws should be enforced.  
Finally, and consistent with the results on organisational justice, the results revealed 
that women officers (β= 0.13, p <0.01), those at the rank of inspector and above (β= 0.38, p 
<0.001) and Safer Neighbourhoods Team members (β= 0.13, p <0.001) in the MPS hold a 
significantly stronger sense of organisational commitment. Interestingly, officers’ 
organisational commitment seemingly weakens as service length increases (β= -0.02, p 
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<0.001). Whilst the effect was small, this result might point to the onset of a more cynical 
outlook toward the organisation over time, as past studies have found (Charman, 2017). 
However, given this trend was not observed in relation to organisational justice, a more likely 
explanation is that officers’ organisational commitment weakens as they get nearer to the 
retirement stage and are considering potential next steps.  
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Table 8.  Descriptive results from the path analysis examining differences in latent variables by officers’ gender and role circumstances  
 
Gender  
(0= male) 
Rank  
(0= constable/sergeant) 
Area of work  
(0= non-SNT) 
Length of service 
  
Standardised 
coefficient 
(β) 
S.E. p 
Standardised 
coefficient 
(β) 
S.E. p 
Standardised 
coefficient 
(β) 
S.E. p 
Standardised 
coefficient 
(β) 
S.E. p 
Organisational justice 0.14 0.06 *** 0.35 0.06 *** 0.14 0.06 *** 0.07 0.01 * 
Training 0.06 0.04 0.06 0.30 0.05 *** 0.07 0.04 * 0.00 0.01 0.99 
Attitudes to serving the public  0.14 0.06 *** 0.23 0.07 *** 0.06 0.06 0.05 0.08 0.01 * 
Citizen involvement in 
peformance appraisal  
0.15 0.06 *** 0.26 0.07 *** 0.08 0.06 ** -0.01 0.01 0.81 
Law enforcement orientation 0.01 0.07 0.22 0.01 0.08 0.98 -0.01 0.07 0.12 -0.02 0.02 ** 
Organisational commitment  0.13 0.05 ** 0.38 0.07 *** 0.13 0.06 *** -0.02 0.01 *** 
Model fit statistics              
χ2 1779.82            
d.f. 183            
p value <0.001            
RMSEA 0.065            
CFI 0.81            
TLI 0.74            
Sample size n=2066                 
Notes:  *p<0.05 **p<0.01 ***p<0.001  
            
Data source: MPS Cultural Analysis 
Survey             
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5.4.4 SEM results: full sample 
A single structural equation model was estimated to test the extent to which 
organisational justice perceptions, assessments of training, attitudes toward serving the 
public, openness to citizen involvement, law enforcement orientation and organisational 
commitment influence officers’ attitudes toward neighbourhood policing and specifically the 
likelihood of them affording it the status of ‘real’ policing. The structural equation model 
comprised the six latent variables specified above as well as the four control variables (gender, 
rank, area of work and length of service). The form of the model is presented in Figure 3 
(below)42. According to the approximate-fit indices the model achieved a good fit to the data 
(χ2= 634.59; RMSEA= 0.04; CFI= 0.95; TLI= 0.92). Collectively, the latent and manifest 
variables comprising the structural equation model explained 22 percent of the total variation 
in the dependent variable (R2= 0.22). As will now be discussed, the results of the model (see 
Table 9) revealed strong support for four of the six hypotheses. 
Figure 3.  Form of the structural equation model estimated 
 
 
 
 
42 Please note that all covariance paths were included in the analysis between all latent constructs and manifest variables, 
however they have been removed from Figure 3 for presentation purposes.   
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Table 9. Results of the structural equation model predicting officers’ attitudes toward 
neighbourhood policing (standardised coefficients) 
 
  
Standardised 
coefficient (β) 
S.E. p 
Direct effects    
Organisational justice 0.18 0.05 *** 
Training -0.08 0.07 * 
Attitudes to serving the public  0.18 0.04 *** 
Citizen involvement in peformance appraisal  0.15 0.05 *** 
Law enforcement orientation -0.10 0.03 *** 
Organisational commitment  0.07 0.06 0.09 
Gender 0.02 0.06 0.36 
Rank 0.01 0.08 0.62 
Area of work 0.20 0.06 *** 
Length of service -0.03 0.01 0.24 
R2 0.22     
Model fit statistics     
χ2 634.59   
d.f. 132   
p value <0.001   
RMSEA 0.04   
CFI 0.95   
TLI 0.92   
Sample size n=2066     
Notes: *p<0.05**p<0.01***p<0.001 
   
Data source: MPS Cultural Analysis Survey 
   
 
Strong support was found for H1: consistent with previous research, organisational 
justice was positively associated with officers’ attitudes toward neighbourhood policing (β= 
0.18, p <0.001). A direct positive relationship was observed between officers’ attitudes to 
serving the public and their attitudes toward neighbourhood policing (β= 0.18, p <0.001), 
indicating support for H3. Likewise, strong support was found for H4: openness to citizen 
involvement in performance appraisal was positively associated with attitudes toward 
neighbourhood policing (β= 0.15, p <0.001).  As predicted by H5, the analysis found that MPS 
officers’ law enforcement orientation has a direct effect on their self-reported alignment with 
neighbourhood policing. The statistically significant negative relationship between the two 
variables (β= -0.10, p <0.001) reveals an interesting inverse relationship. Put simply, as MPS 
officers’ law enforcement orientation goes up, orientation to neighbourhood policing as ‘real’ 
policing goes down.  
Support was not found for H2. The analysis instead revealed a negative relationship 
between assessments of training and neighbourhood policing alignment (β= -0.08, p <0.05). 
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A possible explanation for this (relatively small) effect is that MPS officers are sensitive to the 
fact that public priorities for policing typically centre on law enforcement objectives. Public 
opinion data shows that despite the emergence of neighbourhood policing and associated 
efforts to re-cast the police as a customer-focused service (Westmarland, 2016), the public 
still consider crime prevention, emergency response and catching criminals to be the main 
priority for policing (Muir, 2016). Some officers might then agree that their training has 
prepared them to provide ‘the type of service the public wants’, build their confidence and use 
their professional judgement but in the context of enforcing the law. Hence the inverse 
relationship. Finally, the full model did not reveal support for H6. Organisational commitment 
positively influences officers’ attitudes toward neighbourhood policing (β= 0.07) but is not 
statistically significant (p >0.05). The weak relationship between organisational commitment 
and neighbourhood policing alignment may, in part, be linked to the strong effect of 
organisational justice, given the relatively high covariance observed between these variables. 
Of the control variables, area of work had a strong significant effect on officers’ 
attitudes toward neighbourhood policing (β= 0.20, p <0.001).  Not surprisingly, MPS officers 
based on a Safer Neighbourhoods Team were significantly more likely than those working 
elsewhere in the organisation to afford neighbourhood policing the status of ‘real’ policing. No 
direct relationships were observed between the dependent variable and officers’ gender, rank 
or length of service when controlling for the latent variables. The lack of effects in relation to 
gender, rank and length of service suggest that wider organisational factors and cultural 
experiences have a stronger bearing on the formation of officers’ attitudes than demographic 
and role circumstances per se.  
5.4.5 SEM results: additional subgroup analyses 
 Based on the descriptive results presented here and the findings of past studies that 
have highlighted differences in officers’ occupational outlooks according to their demographic 
characteristics and role circumstances (e.g. Cockcroft, 2013; Fielding, 1994 and 1995; 
McCarthy, 2013; McLaughlin, 2007; Paoline, 2004), it was hypothesised that the latent 
constructs might have different weightings for officers according to their gender, role and rank. 
Six further structural equation models were therefore estimated to examine the differences in 
attitudes toward neighbourhood policing according to gender (male officers, M1; women 
officers, M2 – Table 10) rank (constables and sergeants, M3; inspectors and above, M4 – 
Table 11) and area of work (neighbourhood officers, M5; all other officers, M6 – Table 12).   
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Gender  
 The models comprising male officers and women officers revealed some clear 
similarities according to officers’ gender. Consistent with the original model, organisational 
justice and attitudes toward serving the public had a strong positive impact on attitudes toward 
neighbourhood policing for both men and women.  
Table 10. Results of the structural equation models predicting officers’ attitudes toward 
neighbourhood policing by gender (standardised coefficients) 
 
 Men (M1)   Women (M2)   
  
Standardised 
coefficient (β) 
S.E. p 
Standardised 
coefficient (β) 
S.E. p 
Direct effects       
Organisational justice 0.23 0.06 *** 0.21 0.09 * 
Training -0.11 0.11 * 0.18 0.17 0.07 
Attitudes to serving the public  0.16 0.06 *** 0.18 0.08 * 
Citizen involvement in peformance 
appraisal  
0.18 0.09 *** -0.06 0.10 0.42 
Law enforcement orientation -0.07 0.04 0.08 -0.23 0.09 * 
Organisational commitment  0.11 0.09 * 0.10 0.12 0.30 
R2 0.19     0.26     
Model fit statistics        
χ2 320.32   172.2   
d.f. 132   132   
p value <0.001   <0.05   
RMSEA 0.04   0.03   
CFI 0.95   0.96   
TLI 0.93   0.94   
Sample size n=998    n=289    
Notes:  *p<0.05 **p<0.01 ***p<0.001       
Data source: MPS Cultural Analysis Survey       
 
Nevertheless, some differences were observed. In contrast to the original model and 
the model comprising just men, the effect of women officers’ openness to citizen involvement 
was weak and non-significant. Women’s assessments of training were positively associated 
with their attitudes toward neighbourhood policing, albeit non-significant (β= 0.18, p=0.07). 
Third, the inverse relationship between women officers’ law enforcement orientation and 
attitudes to neighbourhood policing was stronger than in the original model (β= -0.23, p <0.05). 
In fact, law enforcement orientation exhibited the strongest direct impact of all the latent 
variables for women. These findings suggest that for men, organisational factors are strongly 
associated with their attitudes toward neighbourhood policing. Women officers seemingly hold 
deeper positive sentiments toward neighbourhood policing that are less susceptible to the 
influence of organisational factors. 
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Area of work (M3 and M4) 
 Consistent with the original model, a negative relationship between assessments of 
training and neighbourhood policing alignment was observed for neighbourhood officers and 
non-neighbourhood officers (Table 11). Attitudes toward serving the public and openness 
toward citizen involvement in performance appraisal were also positively associated with 
attitudes toward neighbourhood policing, regardless of officers’ area of work. The inverse 
relationship between law enforcement and neighbourhood policing alignment was also 
maintained, albeit non-significant for Safer Neighbourhoods Team members.  
Table 11. Results of the structural equation models predicting officers’ attitudes toward 
neighbourhood policing by area of work (standardised coefficients) 
 
 SNT officers   
non-SNT 
officers  
 
 
  
Standardised 
coefficient 
(β) 
S.E. p 
Standardised 
coefficient 
(β) 
S.E. 
 
p 
Direct effects        
Organisational justice -0.25 0.13 * 0.23 0.06  *** 
Training -0.22 0.21 * -0.16 0.09  *** 
Attitudes to serving the public  0.12 0.10 0.16 0.18 0.05  *** 
Citizen involvement in peformance 
appraisal  
0.27 0.11 ** 0.18 0.07 
 
*** 
Law enforcement orientation -0.04 0.08 0.58 -0.12 0.03  * 
Organisational commitment  0.59 0.21 *** 0.11 0.08  * 
R2 0.32     0.21      
Model fit statistics         
χ2 185.49   344.35    
d.f. 132   132    
p value <0.05   <0.001    
RMSEA 0.04   0.04    
CFI 0.96   0.96    
TLI 0.94   0.94    
Sample size n=276     n=1282      
Notes: *p<.0.05 **p<0.01 ***p<0.001        
Data source: MPS Cultural Analysis Survey        
 
The results of the model including just neighbourhood officers revealed some 
differences from the model comprising non-neighbourhood team members. The most notable 
difference was the strong positive association between neighbourhood officers’ organisational 
commitment and their attitudes toward neighbourhood policing (β= 0.59, p <0.001). In fact, of 
all the latent variables, organisational commitment had the strongest direct effect on the 
dependent variable for neighbourhood officers. The strong relationship between 
organisational commitment and neighbourhood policing alignment for this group seemingly 
trumps, and simultaneously weakens, the effect of organisational justice on their orientation 
to neighbourhood policing (β= -0.25, p <0.05). Further, the effects of law enforcement 
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orientation (β= -0.04, p >.05) and attitudes to serving the public (β= 0.12, p >.05) were small 
and non-significant for neighbourhood officers. These findings indicate that neighbourhood 
officers’ strong support for the neighbourhood strategy hinges on their wider commitment to, 
and satisfaction with, their role in the MPS. The formation of non-neighbourhood officers’ 
attitudes toward neighbourhood policing appears more intricately bound to a wider set of 
organisational factors and cultural perspectives, consistent with the results of the original 
model.  
Rank (M5 and M6) 
 Table 12 includes results from models examining differences in attitudes by rank.  The 
results from the model comprising just constables and sergeant were highly consistent with 
the results from the original model. The only clear substantive difference for this group was 
the more marked and significant effect of organisational commitment (β= 0.18, p <.01). The 
results from the model comprising just those ranked at Inspector and above did however differ 
quite markedly from the original model and the model comprising just constables and 
sergeants. Whilst the direction of the relationships between each of the predictors and the 
dependent variable were consistent, only organisational commitment reached statistical 
significance for those in more senior roles (β= 0.39, p <.05). Of note, the relationship between 
the coefficient for organisational commitment and senior ranking officers was twice as large 
than in the model for constables and sergeants. These results indicate a relatively unwavering 
level of support for neighbourhood policing among higher-ranking officers when compared to 
those in more junior ranks. Helping to explain this, previous research has suggested that 
senior ranking officers have a generally broader view of the police role and are more receptive 
to the virtues and delivery mechanisms of service-model policing (see for example Reiner, 
1992 and 2010). 
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Table 12. Results of the structural equation models predicting officers’ attitudes toward 
neighbourhood policing by rank (standardised coefficients) 
 
 
Constables 
and 
sergeants   
Inspector 
and above   
  
Standardised 
coefficient 
(β) 
S.E. p 
Standardised 
coefficient 
(β) 
S.E. p 
Direct effects       
Organisational justice 0.13 0.06 ** 0.11 0.17 0.44 
Training -0.19 0.10 *** -0.19 0.21 0.09 
Attitudes to serving the public  0.17 0.05 *** 0.12 0.26 0.41 
Citizen involvement in peformance 
appraisal  
0.19 0.07 *** 0.25 0.25 0.10 
Law enforcement orientation -0.13 0.04 ** -0.21 0.11 0.13 
Organisational commitment  0.18 0.09 ** 0.39 0.26 * 
R2 0.20     0.47     
Model fit statistics        
χ2 310.14   169.06   
d.f. 132   132   
p value <0.001   <0.05   
RMSEA 0.04   0.04   
CFI 0.96   0.94   
TLI 0.94   0.93   
Sample size n=1104     n=167     
Notes:  *p<0.05 **p<0.01 ***p<0.001        
Data source: MPS Cultural Analysis Survey       
 
In sum, the findings discussed here provide evidence to suggest that 1) for men, 
institutional factors and wider organisational decision making are salient and have a stronger 
bearing on attitudes toward neighbourhood policing than for women officers 2) organisational 
commitment strongly associates with attitudes toward neighbourhood policing for those 
officers deployed in neighbourhood roles 3) senior officers support for neighbourhood policing 
is less prone to effect from the individual, cultural and organisational factors that are 
associated with rank-and-file officers’ attitudes.  
5.5 Chapter summary 
The quantitative analysis presented in this chapter has shown that, at an individual 
level, the majority of MPS police officers consider neighbourhood policing to be ‘real’ policing. 
Indeed, only 12% of MPS officers stated that they did not agree with the neighbourhood 
policing model. This finding is perhaps contrary to expectations given previous commentary 
has tended to focus on police officers underlying resistance and cynicism toward service-
oriented policing.  Attitudes toward neighbourhood policing are strongly associated with 
organisational justice perceptions, attitudes toward serving the public and openness to citizen 
involvement.  
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Nevertheless, that 12% of officers surveyed did not describe neighbourhood policing 
as ‘real’ policing and 19% of those surveyed reported ‘neutral’ views indicates that there 
remain pockets of resistance toward this strategy within the MPS workforce. This data 
suggests that the neighbourhood policing has failed to receive full support across the MPS. 
Linked to this, substantive differences in average assessments of neighbourhood policing 
were observed according to MPS officers’ gender, rank and role in the organisation. The 
findings suggest that support for neighbourhood policing is not universal inside the MPS and 
strengthen past studies that point to the existence of sub-cultural divisions (see for example 
Charman, 2017; Cockcroft, 2013; Cordner, 2017; Fielding, 1988, 1994 and 1995; McCarthy, 
2013; McLaughlin, 2007; Paoline, 2003 and 2004; Waddington, 1999). Supporting this, the 
SEM results show that those officers who are deployed in a Safer Neighbourhoods Team are 
significantly more likely to afford neighbourhood policing the status of ‘real’ policing than those 
working in other areas of the organisation (e.g. response, criminal justice, and criminal 
investigation teams). Whilst perhaps not surprising, the fact that officers in other parts of the 
organisation are less likely to advocate neighbourhood policing as ‘real’ policing, provides 
some evidence to suggest that neighbourhood policing may be underappreciated relative to 
other specialisms (see also Fielding, 1995; Higgins, 2018; Manning, 1977; Waddington, 1999).  
The results presented in this chapter also show that organisational justice has a direct 
and consistent positive effect on MPS officers’ self-reported attitudes toward neighbourhood 
policing. This goes some way to confirming that the strong association between internal 
fairness perceptions and officers’ attitudes toward service-model policing reported in past 
studies (see for example Bradford et al., 2014; Myhill and Bradford, 2013; Quinton et al., 2015) 
can be found across policing terrains. The findings of the current study therefore contribute to 
the growing body of research examining the benefits of organisational justice within the context 
of policing.  To my knowledge, the analyses presented in this chapter represents the first of 
its kind to empirically test theories of organisational justice based on quantitative data collected 
within a large urban jurisdiction (namely the MPS) in England and Wales (see Myhill and 
Bradford, 2013).  
The SEM findings also identified an interesting inverse relationship: the likelihood of 
MPS officers’ affording neighbourhood policing the status of ‘real’ policing goes down when 
their law enforcement orientation goes up.  This provides some evidence that the success of 
neighbourhood policing in the MPS might be disrupted by the law enforcement outlook that 
some officers’ hold on to. The successful implementation of neighbourhood policing and 
realisation of a customer-focused culture inside the MPS might then require a lessening of the 
law enforcement mentality that is antithetical with the values and philosophy of the service 
model (Cockcroft, 2013; Loftus, 2009; Myhill and Bradford, 2013; Reiner, 2010; Skogan, 
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2008). Given the SEM results have shown that attitudes toward serving the public and 
openness to their involvement are positively associated with support for neighbourhood 
policing, suggests that the application of neighbourhood policing might benefit from a 
‘#newbreed’ of officers joining the service with a strong citizen and community focus (see 
Charman, 2017:272). The development and maintenance of both formal and informal 
channels of communication between the police and the public is key to the success of 
neighbourhood policing and the likelihood of achieving its primary outcome of building public 
confidence in policing (Bullock, 2014; Bullock and Sindall, 2014; Cosgrove and Ramshaw, 
2015; Hughes and Rowe, 2007; Mason, 2009; Myhill, 2006; Quinton and Morris, 2008).  
Whilst no direct effects were observed between officers’ gender, rank or length of 
service and the dependent variable in the full structural model, the independents samples t-
tests showed that before accounting for other factors, women officers in the MPS are 
significantly more likely to describe neighbourhood policing as ‘real’ policing than their male 
counterparts. This extends into attitudes toward serving the public, openness to their 
involvement in policing, as well as perceptions of organisational justice and organisational 
commitment, factors which strongly associate with alignment to neighbourhood policing. 
Additional subgroup analysis provided evidence to suggest that, when compared to men, 
women officers’ support for neighbourhood policing is relatively immune to the potential 
counterproductive impact of wider cultural institutional variables. This finding corresponds with 
previous studies (see Lord and Friday, 2008; McCarthy, 2013; O’Neill and McCarthy, 2012), 
which have suggested that women officers tend to be more open-minded and optimistic toward 
the service and relational aspects of police work.  
Regarding rank, higher-ranking officers were significantly more likely to define 
neighbourhood policing as ‘real’ policing and expressed more positive attitudes toward serving 
the public than those in more junior ranks. This finding is consistent with other studies (e.g. 
Cockcroft, 2013; Cordner, 2017; Loftus, 2009; Lurigio and Skogan, 1994; Paoline, 2003; 
Reiner, 2010; Westmarland, 2016). Reiner (2010:134) for examples notes how senior officers 
are more likely than rank-and-file officers to espouse service-based policing, ‘shaped by the 
need to accommodate pressures from governmental and social elites’. The estimation of 
additional structural equation models by rank pointed to a relatively unwavering level of 
support among higher-ranking officers, revealing that organisational commitment helps 
strengthen their advocacy for the neighbourhood model.   
Utilising rich data collected through qualitative interviews with serving MPS officers, 
the two chapters that follow seek to contextualise and add-depth to the quantitative findings 
presented here. The qualitative phase of the inquiry will also account for the organisational 
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and wider contextual factors shaping officers’ attitudes toward neighbourhood policing, the 
variation that seems to exist in these attitudes, as well as their wider commitment to their role.  
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Chapter 6.  “Drinking cups of tea with old ladies”: a qualitative 
exploration of the formation of officers’ service outlooks 
6.1 Introduction 
Chapter 5 provided quantitative evidence showing that MPS officers have mostly 
positive attitudes toward neighbourhood policing, with more than two-thirds of officers 
surveyed describing it as ‘real’ policing. Nevertheless, that 19% of respondents reported mixed 
views indicates that some officers in the MPS can find both reasons to be negative and positive 
about neighbourhood policing, and indeed that support is not universal. Reflecting this, 
variation in attitudes was observed toward according to officers’ gender, rank and role in the 
organisation. Women, senior ranking officers and neighbourhood team members were more 
likely to describe neighbourhood policing as ‘real’ policing. We are, then, beginning to see the 
variation, layers and complexities that are said to exist in police officers’ occupational 
perspectives (see for example Cockcroft, 2013; Cordner, 2017; Fielding, 1988 and 1994; 
Loftus, 2009; McLaughlin, 2007; Paoline, 2004; Reiner, 2010). The quantitative analyses also 
identified that police officers’ attitudes toward neighbourhood policing are directly affected by 
a mixture of individual, cultural and organisational issues. These can be summarised as 
officers’ perceptions of organisational justice, attitudes to serving the public, proclivity for 
citizens’ involvement in policing and law enforcement orientation.  
Drawing on interview data, this chapter will begin to unpack these findings with a focus 
on the individual and cultural determinants of MPS officers’ service orientation. It will first 
consider officers’ motivations for joining and remaining in the police service, as well as the 
drivers of their job satisfaction. It will then examine officers’ individual experiences of 
neighbourhood policing and how they have interpreted and understood associated the 
customer-focused ethos that it embodies (Bullock, 2014; Loftus, 2009; Myhill and Quinton, 
2010; Rogers, 2017; Westmarland, 2016). This includes the emphasis ‘placed on the police 
understanding the views of service ‘users’ and the wider public […] and assessing the quality 
of service delivery’ (Myhill and Quinton, 2010: 273).    
Overall, this chapter will argue that at an individual level, officers’ motivations for joining 
the service, sources of job satisfaction and understanding of the police role in society provide 
the necessary foundations of support for, and the successful implementation of, 
neighbourhood policing. Nevertheless, and adding depth to help explain and contextualise the 
quantitative findings from the previous chapter, the interview data illuminates’ differences in 
MPS officers’ service outlooks according to their rank and role within the organisation. 
Specifically, rank-and-file officers are more sceptical about the language of customer service 
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than those in more senior ranks, with evidence to suggest that their service motivations are 
often channelled in terms of law enforcement rather than in terms of the key activities 
associated with neighbourhood policing.  
6.2 Officers’ motivations for joining and remaining in ‘the job’ 
Understanding the reasons why officers decide to pursue a career in policing provides 
a useful and necessary starting point through which to explain their attitudes toward 
neighbourhood policing later in their careers (i.e. at the point of interview). As Reiner (1978: 
157-158) poses: ‘While the police outlook cannot be explained in psychologically reductionist 
terms, policemen’s initial orientation towards the job is important in explaining how they 
perceive the situation they encounter. Experience in the job must be filtered through these 
initial attitudes…’. It follows that, after collecting background information on the participants, 
each of the interviews opened with the question: ‘What were your initial motivations for 
becoming a police officer?’ Participants were then asked to share their motivations for staying 
in ‘the job’ and the ‘drivers’ of their job satisfaction over time.   
6.2.1 Officers’ motivations for joining the job  
The accounts of MPS officers indicated that they enter the police highly service 
orientated. While it is important to acknowledge that each of the interview participants joined 
the police at different ages and with different personal and professional backgrounds, all were 
clear in defining their primary motivations for joining. Consistent with much previous research 
(see for example Charman, 2017; Fielding, 1988; Reiner, 1978), the reasons cited for joining 
the police were principally non-instrumental and idealistic in nature, centring on a desire of 
wanting to help people and to do something good for society. This outlook is captured 
particularly well in the accounts of PS Begum and CS Jackson: 
PS Begum: My main motivation, right I’m going to try not to be verbose, it was actually just to 
help […] I was also volunteering part-time with St. John’s Ambulance, so I got a feel for it. I 
actually got a buzz I would say from turning up with flashing blue-lights and just the kind of relief 
when people saw you helping.  
CS Jackson: Oh gosh, a variety of things. One I suppose, like everyone, a sense of public duty 
and wanting to help. Two, very much around policing, always the view that I’ve always had a 
bit of a thing that I don’t like seeing the bad guy win. It sounds a bit corny, there’s probably a 
better way of putting it, but I fundamentally believe in fairness. So, making sure that things are 
fair, and outcomes are fair, I’m absolutely for it.  
Participants also explained how the variety and diversity of tasks inherent in the 
operational duties of policing was an influential factor motivating them to pursue a career as a 
police officer. PC Piper recalled how:  
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all the jobs I did up to that point (prior to joining the police), I’d just get bored in really quickly. I 
saw the police as somewhere that you had so much choice in what you do and if you got bored 
you could just change what you were doing. It’s very different to other jobs and the variety really 
appealed to me.  
Similarly, Inspector Duckworth said:  
The variety of work is just brilliant. I’ve got 20 years’ experience and dealt with 8 murders. I find 
that really rewarding and I always take a positive. I thrive on that. I know it sounds perverse but 
that’s why we joined the police, because it’s those unusual situations that you’re exposed to.  
This reflects the finding of Fielding’s (1988) longitudinal study that explored why recruits join 
the police and how they experience police work. Assessing officers’ motivations for joining, 
Fielding (1988: 19) found that variety was the most popularly cited reason, with one participant 
stating that ‘The varied duties and responsibilities of a police officer appear attractive 
compared to the limited content of most posts in industry and government’. Within the present 
study, although variety was a popular and important motivational factor for participants, this 
came secondary to the transformational potential that policing offers. Participants shared their 
eagerness to be a part of this, to take responsibility for helping people and their motivation to 
do something good for society. The accounts of participants overwhelmingly suggest that 
regardless of role, rank or length of service, officers are primarily attracted and motivated to 
pursue a career in policing by the public service idealism that police work embodies. To 
illustrate:  
PS Carter: […] I wanted to do something that I felt was socially meaningful and purposeful, as 
well as something that had a bit of variety to it. Certainly, when I joined the police, and sadly 
when I was growing up, it was all about wanting to do something good for society. That was the 
bottom-line. 
PC Naylor: My main motivation was probably just helping people, corny as it sounds. I didn’t 
want to work in an office. I didn’t want to work Monday to Friday ‘nine-to-five’, and I don’t like 
sitting at desks. I quite like every day being really different.  
Inspector Duckworth: All of us join the police to serve the public. Sometimes we must use force 
and tactics that don’t lend themselves to the consent model such as covert counter-terrorism, 
but all officers I know think their job is about public service.   
Inspector Reynolds: I joined to help people and serve the public, simple as that. That’s what 
the police are for. Yes serving the public can be done in so many ways, but ultimately our job 
is about caring for the community that we are looking after.  
According to the officers interviewed, the urge for ‘excitement’ and ‘thrill-seeking’, 
virtues perhaps more readily associated with the professional crime-fighting model (Holdaway, 
1983; Fielding, 1988 and 1994; Loftus, 2009; Reiner, 2010; Waddington, 1999), represent 
merely a subsidiary motivation for joining the police relative to the idealistic and socially 
meaningful reasons. PC Anya told me that policing presented ‘a role where I could do fun, 
exciting things but all for the greater good’. For PC Green:  
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It was helping people really. The exciting stuff as well - like the car chasing, foot chases and 
catching the burglars - what everyone joins for really. But it was helping people, directly or 
indirectly, that stood out.  
DS Davies noted:  
When I joined the police, my primary concerns were protecting the vulnerable, keeping the 
peace and prosecuting offenders. These things still get me out of bed in the mornings. I love 
bringing justice to people that break the law, but that’s all underpinned by my motivation to 
serve and protect those who are most vulnerable to crime.  
The data suggests that at the point of embarking on a career in policing and beyond, officers’ 
regard the occupation as one more oriented to social service than fighting crime, a finding 
consistent with past studies (Charman, 2017; Chan, 2003; Fielding, 1988; Fenn, 2015). 
However, ‘social service’ was taken to mean a combination of, at times, crime fighting tasks 
alongside more obvious ‘social service’ activities. Binary depictions of the police as either a 
‘service’ or a ‘force’ (Reiner, 2010) might then be considered somewhat unhelpful. PC Anya 
said that ‘the debate about whether the police are a force or service was just a semantic 
argument, there are elements of both’. Making me shrink back into my chair somewhat, 
Inspector Reynolds more bluntly stated:  
I can’t be arsed with that. People get all excited about the force versus service debate and I 
can’t be bothered. It’s the same bloody job, who cares?  
The accounts seem to indicate that engagement in the ‘exciting’ or crime fighting aspects of 
police work actually represent a means through which officers can realise the idealistic 
customer-focused reasons they cite for joining the service. DS Davies’ account in particular 
suggests that community service principles associated with police work are a key reason for 
officers wanting to join the service, whilst also indicating that officers’ feel they can achieve 
these goals through enforcing the law and bringing people to justice.     
6.2.2 Officers’ motivations and sources of job satisfaction over time  
That officers join the MPS highly service-oriented seemingly provides the necessary 
foundations for neighbourhood policing and its customer-focused goals to be achieved. Yet 
focusing solely on officers’ joining motivations would represent an overly simplistic 
interpretation of their cultural attitudes. We know from scholars working in the sociology of 
work and occupations that employee attitudes and sub-cultural responses adapt based on 
their experiences in their organisational and occupational environments (see Cochran and 
Bromley, 2003). Several policing studies have also documented that officers’ understanding 
of and responses to police work change as they adapt to the ambiguous, turbulent and 
demanding nature of their role; their interactions inside the organisation; their experiences in 
the wider social structure, and exposure to the intrinsic dangers, situational uncertainty and 
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the misery that characterises the occupational environment of criminal justice (Charman, 
2017; Cochran and Bromley, 2003; Dick and Metcalfe, 2001; Fielding, 1988 and 1995; Loftus, 
2009; Reiner, 1978 and 2010). To explore these ideas and examine whether the emphasis 
officers’ place on idealistic reasons changes over time, participants were asked about the 
factors motivating them to continue serving as a police officer and what they enjoy most about 
their work.  
Many scholars have drawn attention to the cynicism and suspicion that is said to 
characterise officers’ occupational outlooks, particularly concerning various legal restrictions, 
bureaucracy and organisational reform (see for example Gould, 1997; Hughes and Rowe, 
2007; Reiner, 2010; Skogan, 2008; Waddington, 1999). More experienced officers tend to 
have particularly cynical outlooks which can have a potentially ‘destructive’ effect on recruits’ 
interpretation of police work, as well as their organisational commitment (Dick and Metcalfe, 
2001; Metcalfe and Dick, 2001). As Gould (1997: 340) surmises: ‘While the individuals drawn 
to policing tend to be more conservative and idealistic than other groups, the idealism tends, 
over time, to turn into cynicism, while at the same time the officers become even more 
conservative or status-quo oriented in reaction to change’. Some evidence suggests this is 
particularly true in relation to officers’ support for service-model policing, as officers become 
increasingly wedded to the law enforcement definition of their role and increasingly sceptical 
about community-involvement in their work over time (see Bradford et al., 2014; Cochran and 
Bromley, 2003; Gould, 1997; Loftus, 2009; Reiner, 2010: Skogan, 2008; Waddington, 1999).  
Much like the quantitative phase of the inquiry (see Chapter 5) that generated mixed 
results concerning officers’ length of service and neighbourhood policing orientation, the 
qualitative findings provide limited support for the existing literature. The findings indicate that 
MPS officers’ idealistic motivations to join the police broadly endure throughout their careers.  
This was even true for longer-serving officers deployed in non-uniformed roles. To illustrate, 
Inspector Duckworth, who described the scale of the economic and resourcing challenges 
facing police forces in the context of austerity, stated that:  
[…] whilst we’re pushing back and we’re trying to get other organisations to help - for example 
with mental health, missing persons - things like that are a huge drain, I’ve still got customer 
focus at the top of my agenda […] I do think we are still the police and we are there to help 
people. So it’s a fine balance of recognising the fact that we have not got the money, we haven’t 
got the staff, we’re being depleted, and we can’t do everything. But I still think people come 
first.  
Similarly, PC Gooding noted that helping people, especially direct victims of crime, remained 
a primary source of job satisfaction and stimulus for doing the job. Something which he applied 
to himself and to his colleagues:  
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PC Gooding: Victim care is critical. Where possible it is something I take very seriously because 
one of the things they say in training is you’ve just got to imagine you’re treating them as though 
it’s your Dad, Mum or sister, or your grandparents, this kind of thing.  
Liam: And that’s a view commonly shared amongst your colleagues? 
PC Gooding: Absolutely, absolutely. Even the most hardened officers. Yes there’s the crime 
fighting, but when they’re genuine victims – and that’s a big, important thing to point out, 
genuine victims – certainly I feel like I take the time to support them. There’s probably still a 
recognition, even with time pressures, I think there’s still a recognition that you’ve got to make 
sure you’re leaving someone as happy as possible. Sometimes they’re not happy, but you’ve 
got to do as thorough a job as possible and I think that’s where the satisfaction comes from […] 
It’s absolutely a source of job satisfaction. 
6.2.3   Delivering ‘service’ through law enforcement 
Taken together these accounts provide evidence that MPS officers join the service and 
continue in post for service-oriented reasons. However, they also indicate that the social 
service and crime fighting aspects of their role are perceived to be closely interlinked.  Some 
officers identified the more ‘exciting’ law enforcement components of their work as a way of 
accomplishing the idealistic goals they have for joining and remaining in policing. In this sense, 
‘service’ was delivered through the enforcement of the criminal law. For example, having 
previously stated that her primary reason for joining was ‘probably just helping people’, PC 
Naylor’s response to the following question illustrates that the exciting, crime fighting aspects 
of the role can fuel officers’ hunger to do something socially meaningful:   
Liam: Is it those idealistic reasons you cited for joining the police at the start of the interview 
that still motivate you today? 
PC Naylor: Yeah absolutely. Also day-to-day, how many of your friends can say they drove 
down the A3 at a hundred miles-per-hour last night and then caught a burglar at the end of it? 
Those things and knowing you are doing something that is hopefully making a difference to 
people’s lives, definitely gives you a buzz.   
Similarly, DS Davies noted:  
I still thrive on the fact that as police officers we add to society in a positive way […] I like, not 
that I directly arrest, but I like being involved in criminal investigations, and bringing to justice 
people that break the law, that’s my motivation. Yes you like to be helping people, but 
sometimes the best way I think to help people is to get justice for them.  
Overall, whilst these accounts might point to a possible increase in appetite for action and 
crime fighting over time, it is clear this is firmly woven with officers’ underlying public service 
motivation that endures as the primary source of motivation and job satisfaction throughout 
their careers.  The idealistic motivations officers’ hold, at the individual level at least, should 
align with the neighbourhood policing philosophy that emphasises engagement and 
partnership working with citizens in order to deliver a service (see for example Bullock, 2014; 
Cosgrove and Ramshaw, 2015; Rogers, 2017). Nevertheless, there is evidence here that 
officers’ may not view service precisely in terms of the mechanisms set out in the 
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neighbourhood policing approach. Instead, they channel their service motivations through an 
action focused criminal justice lens with a focus on delivering justice for victims of crime. It is 
possible then that officers’ motivations for police work might still be incongruous with 
neighbourhood policing, given the slower-paced, engagement focused nature of the model 
that past studies show has been devalued in the dominant occupational culture (see for 
example Charman, 2017; Davies and Thomas, 2008; Fielding, 1988; Reiner, 2010; Loftus, 
2009; Myhill and Bradford, 2013; Waddington, 1999). To examine this in more depth, the next 
section focuses on officers’ individual interpretations and experiences of neighbourhood and 
the customer-focused approach it embodies.  
6.3  Officers’ experience and interpretation of the service agenda 
Neighbourhood policing has been central to British policing reform over the past two 
decades, embodying efforts ‘…to re-orient British policing in the direction of a ‘service’, and 
one more attuned to ‘consumerism’ and community engagement’ (Savage, 2007b: 205). Yet 
many previous studies have observed resistance from rank-and-file police officers and the 
negative labels that are often attached to such programmes (e.g. Fielding, 1994; Lurigio and 
Skogan, 1994; McCarthy, 2013; Myhill and Bradford, 2013; Punch, 1979; Reiner, 2010; 
Skogan, 2008; Stanko, et al., 2012; Waddington, 1999; Westmarland, 2016). As part of the 
interviews, participants were asked about their time working on neighbourhood policing teams; 
the extent to which they considered neighbourhood policing and its ‘customer-oriented’ 
approach to be an enabler of success for the police organisation; as well as their own personal 
experiences of the cultural resistance and negative labels that may have been associated with 
this way of working. What follows then is a discussion of officers’ support for neighbourhood 
policing, perceptions of serving the public as customers and the status afforded to 
neighbourhood policing relative to other functions.  
6.3.1  Support for neighbourhood policing 
The interview data revealed that MPS officers overwhelmingly consider neighbourhood 
policing to have an important role to play in modern policing in terms of controlling crime.  
Participants drew attention to support for neighbourhood policing and the role it plays 
in meeting organisational aims. Many participants reflected fondly on their time working in 
neighbourhood teams.  This is consistent with the survey results which revealed that more 
than two-thirds of MPS’ officers support neighbourhood policing as ‘real’ policing. In explaining 
this, one serving neighbourhood officer PS Hanson, perhaps unsurprisingly, felt that 
neighbourhood policing and the community involvement it enables is crucial to the overall 
effectiveness of the MPS in terms of controlling crime: 
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PS Hanson: […] Neighbourhood policing to me, it's the cornerstone of policing. That’s what I 
joined to do really. When I was a young man, I guess I did enjoy flying around with the blue 
lights on and all the rest of it, which is part of it, but I wasn’t really involved in neighbourhood 
policing. In the old days they used to be called home beats and they used to sort of patrol 
around, and dealt with, to a degree, what we deal with now. But now we are really committed 
to sort of being involved with the community, listening to what they have to say. We pretty much 
set our policing priorities by what concerns them. 
PS Hanson similarly explained that the community engagement ethos embodied in 
neighbourhood policing has a key role to play in helping the MPS develop meaningful 
relationships with citizens to help control crime (see also Cosgrove and Ramshaw, 2015; 
Myhill, 2006):  
 […] ultimately, our goal is to fight crime. But I think by being involved in the local community, 
and other aspects of policing that associate with neighbourhood policing, I think lends you to 
fighting crime anyway. If you’re involved in the community, you gather more intelligence, you 
become part of the community, people relate to you a little bit more, and I think all that lends 
itself to detecting crime. We work very hard in breaking down barriers and I think as soon as 
you become a police force again those barriers start to re-build. You know, that would be a 
shame if that were the case. 
Inspector Reynolds, a neighbourhood officer with almost 25 years’ service at the time of 
interview, felt that a growing recognition for neighbourhood policing as means of controlling 
crime had manifested in a more collaborative approach to tackling crime within the MPS: 
Even the wisened up DI (Detective Inspector) will now start to talk to the neighbourhood team 
to try and find out ‘who done it’, rather than thinking they can do it on their own […] Historically 
they never used too, but they’re getting much better at it now. 
PC Anya explained that neighbourhood policing aligned strongly with his own conception of 
what constitutes ‘real’ policing, drawing attention to the benefits of this approach in controlling 
crime: ‘In terms of whether or not neighbourhood policing constitutes real police work, then it 
definitely does. As a neighbourhood officer you tackle a whole variety of crime and anti-social 
behaviour’.     
Those officers still serving in neighbourhood roles were not the only interview 
participants to acknowledge the importance of neighbourhood policing in the MPS43. For 
example, a non-uniformed DCI working in a specialist crime unit, commented on the 
importance of neighbourhood policing as a vehicle for collaborative problem-solving and 
reducing demand on the service.  
DCI Jones: In terms of neighbourhood policing, I think it’s the most important thing we do. I 
believe in demand reduction. It’s about problem-solving. Now the confidence stuff matters of 
course, but I think for me the intersection of where detectives and neighbourhood policing meet 
 
43 By way of reminder, each interview participant had spent at least two years during their careers in a neighbourhood policing 
role. Naturally this might explain why most officers drew attention to support for neighbourhood policing and the role it plays in 
achieving organisational objectives, regardless of whether they were still serving in neighbourhood teams or working elsewhere 
in the MPS.  
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is what’s really important […] I think neighbourhood policing is a critical part of tackling issues 
at the bigger geography level. 
Likewise, another non-uniformed officer employed in a counter-terrorism role at the time of 
interview, PS Carter described that he felt ‘quite passionately’ about protecting the future of 
neighbourhood policing given its crime control benefits. He recalled, somewhat sentimentally, 
a major burglary investigation he was involved in, expressing that: ‘[…] without that connection 
with the community, and without the feeling on the part of the member of the public that the 
police are approachable, we never would have solved the crime’.  PS Carter later explained 
how neighbourhood policing provided a setting in which he felt empowered to make a positive 
difference to individuals and communities and reduce crime rates. This contrasted with his 
time working on a borough response team; a role he felt represented a ‘fire-fighting’ style of 
policing with limited scope for long-term impact:   
PS Carter: […] I went to a neighbourhood team, and that was probably the first time in my 
career where I really did feel like what I was doing was making an actual difference to the 
people around me. So response team was great, but you would be effectively nicking the same 
people over and over again. Would it change crime in the local area? Not really. Although I did 
some really good stuff, it was a little bit like fire-fighting […] Neighbourhoods was the first time 
I think that I felt well I’m not sure how long this effect is going to last, but actually I’ve done 
something that’s made a difference to people. 
In the same vein, comparing neighbourhood policing to other functions, Inspector Reynolds 
stated that ‘it’s not as glamorous, but it’s far more satisfying’. These accounts resonate with 
the interview findings presented by Higgins (2018: 59), who concludes that ‘…neighbourhood 
policing can be a highly rewarding and satisfying role for those who identify with its values and 
embrace its philosophy’.   
6.3.2 Perceptions of serving the public as customers and building public confidence  
The renewed efforts to define the police in service terms since the 1980’s and the 
widespread adoption of neighbourhood policing has been accompanied by a re-presentation 
of the public as police customers (e.g. Bullock, 2014; Loader, 1999; Loftus, 2009; 
Westmarland, 2016). Yet previous research has suggested that the notion of serving members 
of the public as customers is somewhat at odds with what frontline officers consider to be 
‘proper policing’ (Loftus, 2009:92). Results presented so far, suggest that this is not the 
dominant view of MPS officers. Nonetheless, some participants in the present study, 
particularly at PC rank, were somewhat sceptical about representations of the police as 
deliverers of a service to customers or attempts to present officers as deliverers of a service:  
Liam: There has been a push in recent years to re-present the police as deliverers of a customer 
service. Do you have any thoughts on that? 
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PC Piper: [laughs] Why? We’re not a shop [laughs]. You can’t please everyone. You’ve just got 
to respond to what you get haven’t you.  
PC Green similarly expressed scepticism and uncertainty about use of customer service 
language in the context of policing. He suggested this to be merely ‘management speak’ and 
did not consider it applicable to the work the police do to support victims, protect vulnerable 
adults or target offenders:  
I think that language is a bit mainstream and away from policing really […] The word customer, 
I see that more relevant to a shop or something like that. I know the public are our customers, 
but I think that comes from the senior management team and for me it’s coming away from 
policing […] For me, a victim is a victim. They’re not customer because they’re victims, and I 
think calling them customers is a bit wrong really. Say for example if you were dealing with a 
rape victim, I don’t think they’d appreciate being called a customer. When they refer to suspects 
as customers, well they’re suspects for a possible crime, which they may or more not have 
committed. I just don’t think it really works. Say if you’ve got an ‘old girl’ who’s fallen over, 
they’re not customers either, they’re vulnerable people. For me the language of customer 
doesn’t really fit.   
PC Gooding also felt strongly that recent demands on the police to be more customer-oriented 
extended beyond his own conception of the police’s core mandate. For him, use of this 
language could be understood as a result of an unwelcome shift and perceived widening in 
police responsibilities (see also Millie, 2013):  
PC Gooding: It is probably for me the most troubling thing I have heard as a police officer. The 
police’s job at the end of the day, in modern terms in the real world, is not the sort of wishy-
washy, traditional Peel-like oh ‘the police are the community and the community are the police, 
it’s just not like that […] I think that it’s a bit of mission creep. […] The job, or the essence of 
policing, isn’t based around customer service, it’s the protection of the public for the publics 
own good.   
The shift toward customer-focused approaches has been accompanied by pressure 
from policy-makers and police managers to afford as much weight to measures of service 
quality (e.g. public confidence and satisfaction) as they do to more traditional performance 
indicators such as recorded crime rates and detections (see for example HMIC, 2008; Myhill 
and Beak, 2008; Myhill and Quinton, 2010; Stanko and Bradford, 2009). This re-focusing of 
performance indicators was also met with some scepticism by the police constables 
interviewed, including PC Anya: 
I don’t think public confidence is the most important measure of success for the police, because 
the public do not really have any idea about what we do. I do think information should be made 
available, but we should waste less time actively engaging, ultimately crime results speak for 
themselves.  
PC Piper echoed this view, positing that she felt there was little value in police organisations 
measuring or drawing comparisons in public confidence within and across communities, 
suggesting instead that the police should re-focus their efforts on enforcing the law:  
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I probably don’t see the point, although that sounds horrible. But Kingston borough, for 
example, is a safe place. They love the police around here. If you arrest someone most of them 
thank you when they leave, you know. You can’t measure that against somewhere where they 
hate police officers, what’s the point? Whilst I appreciate it’s important that people are happy 
with what we do, at the end of the day we’re law enforcers. 
The accounts throughout this section provide more evidence to suggest that many officers 
interpret service quality through the lens of law enforcement rather than the delivery of 
practices associated with neighbourhood policing, in this case the application of customer 
focused performance regimes (see also HMIC, 2008). Despite his own motivation to serve the 
public and provide good care to victims, PC Gooding described renewed efforts to measure 
public confidence as a somewhat pointless and ambiguous endeavour (see also Stanko and 
Bradford, 2009). Interestingly, PC Gooding also pointed to a perceived disconnect between 
frontline officers and those in more senior ranks in this respect:  
I don’t like public confidence, the wordings a bit naff. It still links into that customer service. I 
don’t think many officers have an issue with victim care, because it just makes sense. Its part 
of the job, it’s a bit more tangible. But good god I think confidence is hard to measure. I think 
it’s like 90% of victims are satisfied with the service, but the bosses always want more […] You 
would not believe the kind of people we have to deal with, and I think people forget that. I think 
even the people who are senior officers forget it.  
Indeed, consistent with previous research which has drawn attention to the cultural 
differences that characterise police organisations (see for example Cockcroft, 2013; Cordner, 
2017; Fielding, 1988 and 1994; McLaughlin, 2007; Reiner, 1978 and 2000; Loftus, 2009; 
Paoline, 2003), MPS officers’ receptiveness to the customer-focused agenda seemingly 
increased in line with their rank. Those officers at the sergeant rank were more likely to 
espouse the language of customer-focus than those at the rank of constable, sometimes 
recognising the benefits of this approach for demand reduction in an age of austerity. As 
Sergeant Begum stated:  
I like that language because I think it helps, I wish we used it more. I think it would help focus 
people’s minds and remind them why they’re here and who they work for. I don’t think we use 
it enough. The cynics would get frustrated when we start to refer to the suspects as customers, 
you know, because they’re supposed to be the bad guys. Their view is that customers are good 
people; customers are people you want to come back, whereas a suspect who’s just stabbed 
somebody, that’s the kind of person - if you were running John Lewis or Marks and Spencer’s 
– you’d be asking to leave. But my philosophy is different, provide a good service and they 
might not come back to us again.  
Other sergeants interviewed provided a more mixed perspective regarding pressures 
on the police to be more customer-focused, attributing this to doubts about the applicability of 
this language to those accused of wrongdoing. This highlights potentially differing 
perspectives in terms of who police officers consider to be the primary customers of policing 
(see Moore and Braga, 2003). To quote PS Carter:   
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So, I won’t say that when terms like that first started to be used that there wasn’t some quite 
open conversation to criticize that sort of terminology. So as far as victims go and communities 
go, yes I think we are a customer service based organisation. When we refer to criminals as 
customers, I’m not sure that is how I would describe that part of what we do.  
Response officer PC Gooding, a strong sceptic of customer-focused policing, also explained 
the difficulty he has applying the customer concept to offenders and also those victims the 
police may not be able to support.  
I mean we give out these ‘Rate your PC’ cards, but sometimes they even tell you that you can’t 
give them out in certain situations because the idea would be ridiculous For example, if 
someone you had arrested and had to be spread on the floor and be restrained by five officers. 
Equally, if someone is a victim but there’s nothing you can do about a case and you’re telling 
them the intricacies of processing an investigation and the inability for anyone to do anything 
about it, again the customer idea doesn’t seem right.  
Likewise, PS McMain also questioned the use of the customer service language and the 
difficulties applying this to offenders:  
I don’t like it, and I don’t think many people do. I think we’re dealing with vulnerable people who 
need our help and support, and I think the more we talk about service aims, customers, 
clients…I’ve heard it all. Actually, are they our customers? Are we saying that our prisoners are 
our customers?  
At the rank of inspector and above though, officers were consistently more comfortable 
with the language of customer service than those at the rank of constable and sergeant. In 
this sense the interview results resonate with the quantitative analyses from the previous 
chapter that identified that, independent of other factors, officers serving at the rank of 
inspector and above are significantly more likely to express favourable attitudes to 
neighbourhood policing than those at the rank of constable and sergeant. By way of example, 
Detective Chief Inspector Jones felt very strongly that a customer-focused approach is crucial 
to the success, efficiency and legitimacy of policing:   
The language of customer service totally sits with me well. It sits with me well for victims, it sits 
with me well for witnesses, it sits with me well for suspects and it sits with me well for partners. 
We have a lot of different customers and we should serve them all as customers. I believe very 
strongly that our treatment of suspects in particular makes policing in this country great, in that 
it is awesome, utterly above board. It’s generous and compassionate.  
Given that, I also think customer service is the critical bit of demand reduction […] It’s not an 
either or by saying that we haven’t got the resources we need to give a good customer service, 
no no, we can hit hugely reduced amounts of demand and administration with really high levels 
of customer service. With good customer service, individuals and communities are more likely 
to work with us, than against us.  
Chief Superintendent Jackson, the most senior raking officer in the sample, was also a strong 
advocate of the customer ethos underpinning neighbourhood policing, noting the importance 
of maintaining a customer-focused approach even with offenders: 
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I don’t see the service aspects of our role and the arrest and detection things as two separate 
entities, I probably see them as sort of a classic Venn diagram. There’s no better illustration of 
this than giving customer service to someone you lock-up. That’s both, you treat people with 
decency, you treat people with fairness, and you treat them in accordance with the law. The 
other good customer service you give is that you make sure when you’ve got someone in 
custody who may have committed a criminal offence, that we use the full weight of our 
investigative powers and skills to make sure if they have broken the law that we do all we can 
to protect the victims and wider community.  
Providing further evidence of the elevated levels of support for neighbourhood policing 
at the senior ranks, the more senior MPS officers interviewed considered the pursuit of building 
public confidence to be of paramount importance. Inspector Duckworth stated that building 
public confidence is ‘the most important thing we do. It’s why I do my job’. DS Davies similarly 
noted that:  
Public confidence is a massive thing […] The public want an approachable police force that 
they can trust, and if that trust is to assist an elderly member of society, a victim of crime or the 
vulnerable in an appropriate manner, then that’s what we need to do.  
Expressing his own proclivity for building customer confidence through neighbourhood 
policing, Inspector Forsyth indicated that many of his rank-and-file police colleagues are 
somewhat less receptive to the ‘confidence agenda’ (Stanko et al., 2012). This should perhaps 
not come as a surprise based on the accounts of the police constables summarised above 
and given that public confidence is a somewhat multi-faceted and difficult concept for police 
officers to operationalise (see also Gorby, 2013; Moore and Braga, 2003; Myhill and Beak, 
2008; Myhill and Quinton, 2010; Stanko and Bradford, 2009).  Inspector Forsyth attributed 
scepticism toward service-based performance targets to the dominant crime fighting focus 
within the occupational culture, as well as the failure of senior managers to translate 
performance products relating to customer confidence into an accessible format for frontline 
officers: 
If someone said ‘right, I’m going to do this massive project with MOPAC and it’s all going to be 
about public confidence and we’re going to re-introduce Safer Neighbourhoods, would you like 
to be a part of that?’ I would bite your hand off because it’s right up my street! But again, I would 
probably be in the minority [laughs]. There are a lot of people, particularly in this department, 
that don’t kind of get it. They’ve been out of the community side of things for so long, they just 
don't get it. And you get institutionalised by your environment. You do, because it’s still very 
much crime focused […]  
At a borough level you’ve got sergeants and inspectors being asked, held over the coals about 
why and how public confidence has gone up or down, how this happened and why this 
happened […] The problem is the long, complex reports we get around public confidence and 
drivers are not suitable for police officers, that’s not the right product at all. 
That receptivity to the notion of serving the public as customers seemingly increases 
in line with officers’ rank, and that those at the most senior ranks advocate its application in 
relation to suspects and offenders, provides some verification that senior officers are more 
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likely to champion service-based policing philosophies than those in more junior ranks. Other 
studies have attributed elevated levels of support amongst police managers to the external 
political pressures they face, and their more prevalent concerns about governance, 
accountability and external legitimacy (see for example Cockcroft, 2013; Fielding, 1994; 
Paoline, 2003 and 2004; Reiner, 2010; Westmarland, 2016). The rank variation in MPS 
officers’ alignment to customer focus further exposes the internal textures of the occupational 
culture (see Cockcroft, 2013; Fielding, 1988; Paoline, 2004; Reiner, 2010; Waddington, 1999), 
or what McLaughlin (2007: 57) describes as the ‘…antagonistic ‘copper versus copper’ 
dynamics playing out within police forces’. Superintendent Brown’s account suggested that to 
increase support amongst rank-and-file officers, police leaders would be well served avoiding 
the use of unnecessary jargon: 
So I think ‘customer service’ has been part of our language for a long time. In my 23 years, I 
can’t remember a time when we weren’t talking about that type of behaviour. And actually, if 
you cut all the bullshit, most officers would say they joined the police to make a difference - a 
positive difference - which encapsulates customers, problem-solving and making a difference 
to people’s lives. So there probably is a conception that is already there across the workforce, 
it’s just using it in those terms, which is challenging. 
6.3.3  Low status relative to other functions and implications for neighbourhood officers  
The variations in officers’ attitudes toward their neighbourhood policing jobs were more 
clearly revealed when examining their individual experiences. As both the survey and interview 
results presented to this point have shown, the majority of MPS officers certainly interpret 
neighbourhood policing as ‘real’ policing at an individual level, noting its centrality to the 
delivery of effective policing in modern society. Crucially, however, the interviews reveal that 
neighbourhood policing maintains a low status compared to other areas of policing in the MPS. 
This has negative implications for the occupational experiences of those deployed in 
neighbourhood roles.  This found expression within the qualitative data in a number of ways.  
Firstly, participants reported the low status and lack of recognition assigned to 
neighbourhood policing by officers working in other departments. They suggested that this 
was because some of the activities associated with neighbourhood policing stand in marked 
contrast to the thirst for action and excitement that threads through police culture (see also 
Holdaway, 1983; Loftus, 2009; Myhill and Bradford, 2013; Reiner, 2010; Waddington, 1999). 
Indeed, reflecting on his time working on neighbourhood policing teams and specifically the 
task of facilitating local community meetings, one response officer, PC Green, stated:  
…it’s the lack of excitement. I mean it (neighbourhood policing) suit’s some people because 
they want to get off on time, not dealing with prisoners or not putting crime reports on [laughs] 
[…] A lot of officers think I’ll go to Safer Neighbourhoods because it is a lot slower paced you 
know. If you’re on a response team and your ten minutes late for work you’re going to get a 
grilling from your sergeant because you’re there to take over from the other response team. I 
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think with Safer Neighbourhoods they are a bit more relaxed; they sit around and have a cup 
of tea in the morning or the afternoon, they haven’t got to get straight out. Even the dedicated 
ward officers (DWO’s), you go to things like ward panel meetings, in my eyes it’s not really what 
I would call policing. 
PC Anya’s account also suggested that, beyond those working in neighbourhood teams, these 
functions do not achieve the same recognition as other functions within the police service such 
as working in CID or specialist teams:  
At a local level then neighbourhood policing does get the recognition it deserves. Wider than 
that I am not necessarily sure it does, it perhaps isn’t seen as a priority by other teams. 
PC Green’s account (above) also indicates that some of the activities associated with 
neighbourhood policing stand in contrast to the action, excitement and ‘thrill-seeking’ that 
some officers seem to crave. And that this contrast can leave neighbourhood policing relatively 
devalued in the eyes of some officers (see also Davies and Thomas, 2008; Loftus, 2009). 
Comparing neighbourhood policing to response policing, PS McMain explained that:  
It’s not as Gucci. It’s not as exciting, definitely not as exciting. I think they’ve (neighbourhood 
officers) got a bit of a reputation around laziness, but that’s not the case. I mean they’re not 
answering 999 calls running on blue lights, because they’re not in cars a lot of the time. Going 
to fetes and things like that isn’t seen as ‘real’ police work, to some.  
Similarly, reflecting on her time working on a neighbourhood team, PS Begum noted how 
neighbourhood policing is perceived by other teams as a slow-paced role: 
Yep, drinking cups of tea with old ladies and all that. I honestly think that that’s the way it’s 
viewed. People don’t understand how much troubleshooting you do, how much damage 
limitation you do […] Before I went there, I thought they just sat in and drank cups of tea with 
old ladies and went to cut ribbons at fetes and that kind of thing [laughs].  
Consistent with these accounts, participants in the present study drew attention to how 
some officers posted in ‘specialist’ units felt that the adoption of neighbourhood policing and 
associated pressures on the police to be more customer-focused had jeopardised the amount 
of time the MPS can devote to what they considered ‘core police business’. For example, 
according to DS Davies, the focus on building public relations and multi-agency working had 
debilitated the organisations ability to carry out proactive operations, much to his 
disappointment:  
We’ve become very much on the front foot around community engagement and partnership 
working if you like […] but we’re letting a lot of our core business slip, particularly around 
proactive operations. I’m sure if you asked a hundred people what they think is the core role of 
police officers, I’m sure they would say well it’s to protect people, arrest criminals and prosecute 
them. I think we’ve sort of taken our eyes off the ball a little bit there, in some areas. I think 
we’ve become too much the other way, too much towards the service aspect of the role. People 
will say ‘that’s because you’ve got thirty years’ service and you’re a dinosaur’. I’d like to think 
of myself as a progressive dinosaur, accepting new ways but still with a focus on crime. 
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DS Davies’s account suggests then that whilst there is broad support for neighbourhood 
policing, for some officers’ it is relatively devalued and indeed for some officers it should be 
deprioritised below functions and activities that are more easily associated with matters of 
crime control, such as the pursuit of criminal suspects and enforcement if the criminal law.   
 Secondly, the accounts of participants suggested that the low status afforded to 
neighbourhood policing compared to other functions can have negative implications for 
officers deployed there. DS Daniels drew attention to how indifferent attitudes can manifest in 
tensions between specialist and neighbourhood officers in the MPS, with the latter being 
considered lazy and negatively labelled as ‘the lids’ because of their requirement to wear 
custodian helmets:  
The CID (Criminal Investigation Department) officers’ view of ‘the lids’, as we call them, is well 
you know they go from A to B, they’re not interested, they don’t know what they’re doing, and 
they cause problems later on because we’ve got to pick up the stuff they haven’t done. 
DS Daniels account suggests a tension or potential for conflict between CID and 
neighbourhood policing teams, revealing that neighbourhood officers may suffer from a lack 
of credibility in other departments. Consistent with this, neighbourhood officer PC Piper also 
noted how officers in other parts of the MPS perceive neighbourhood officers to be lazy. PC 
Piper explained that this can have potential negative consequences for the occupational 
experiences of neighbourhood officers, and that cultivating credibility is difficult in these 
circumstances:     
People that work on this floor know how busy we are, but even the other day I found out that 
they even have views that we are lazy and all the teams’ view that we’re lazy. So unless they 
actually do that role and get made to do it, they don’t understand what’s involved in it. That can 
be frustrating. On neighbourhoods they used to call you ‘safer sheds’ because it is seen as a 
lazy post to be in, so it is difficult. I mean I was quite lucky; I’ve always been on this borough 
and my reputation was made on my team. The people that know me on this borough know that 
I work hard.  
PS Carter reflected on the informal, or ‘backstage’ (see Holdaway, 1983), situations when he 
had encountered difficulty proving his effectiveness and justifying his worth as a 
neighbourhood officer: 
I think the police lends itself, because it’s a relatively action-based vocation, it lends itself to 
people telling war stories and doing really cool stuff. Sitting around in the office and saying how 
you went to a local ward meeting and spoke to a bunch of people about their problems doesn’t 
really give you a huge amount of kudos. So when I was on neighbourhoods there was certainly 
a bit of justifying what you do and trying to convince people that actually it made a difference. 
Neighbourhood sergeant PS Hanson explained how the work of neighbourhood teams is 
generally under-appreciated within the organisation and that there is an element of having to 
justify the role in contrast to the more readily accepted crime-fighting response terms. PS 
133 
 
Hanson attributed the relative lack of appreciation to enduring misconceptions about the work 
of neighbourhood teams:  
I don’t think other teams appreciate the amount of work we take away from them that they would 
have had before. I’m not saying all, but there’s a lot of that, there’s still a lot of misconceptions 
about the work we do. We’ve got to be careful. When we talk about community work, we’re not 
talking about not police work, not dealing with crime, we still do all of that but it’s…the…you 
know…it’s responding to emergencies.  
Previous research has drawn attention to a lack of awareness and understanding of 
the core duties of neighbourhood officers (Bullock and Leeney, 2013). Participants in this study 
provided some evidence to suggest that there might have been an improvement in the MPS 
in recent times in terms of recognition of the importance of neighbourhood policing. PC Anya 
perceived a good level of understanding of neighbourhood policing across the MPS: ‘I think 
generally everyone in the MPS has a good understanding of what neighbourhood policing is, 
and what neighbourhood officers do. Most officers have spent some time there’. However, set 
against PS Hanson’s account, it seems there is still work to do to improve officers’ 
understanding of the neighbourhood policing model.  Despite evidence of strong individual 
support for neighbourhood policing in the MPS, the accounts of participants clearly expose 
some of the entrenched cultural challenges that can hamper the implementation of such 
programmes (also see Lurigio and Skogan, 1994; Skogan, 2008). The divergent perceptions 
of what MPS officers consider to be ‘real’ policing (also see Fielding, 1988; 1994 and 1995; 
Loftus, 2009; Manning, 1977; McCarthy, 2013); and lack of recognition for neighbourhood 
policing compared to other functions (see also Higgins, 2018), leaves those posted in 
neighbourhood roles vulnerable to marginalisation (see for example Fielding, 1995; 
Waddington, 1999).  
6.4 Chapter summary 
Helping to explain the quantitative results presented in Chapter 5, the findings 
presented in this chapter strengthen the argument that MPS officers hold mostly positive 
sentiments toward neighbourhood policing as ‘real’ policing. The accounts of officers revealed 
that they are, on the one hand, highly-motivated by the idealistic and what might be seen as 
the customer-focused goals associated with neighbourhood policing, and that these remain 
key sources of enjoyment throughout their careers. These MPS officers’ did not display the 
levels of cynicism toward serving the public as customers that we might have anticipated 
based on previous commentary on the cultural attitudes of police officers. Participants also 
considered neighbourhood policing to be essential for the effectiveness of the MPS in terms 
of building meaningful relationships with the public to control crime.   
134 
 
On the other hand though, this chapter has presented more evidence to suggest that 
support for neighbourhood policing is not universal. Whilst most officers embrace the spirit of 
customer-focused policing via neighbourhood policing, senior ranking officers are seemingly 
far more likely to espouse the ‘language’ of this approach. Similarly, senior officers are more 
likely to support the importance of customer-focused and quality of service performance 
indicators than those in lower ranks (see Reiner, 2010; Westmarland, 2016). This can be 
attributed to the fact that constables and sergeants are sometimes sceptical of the perceived 
management speak around neighbourhood policing and customer-focus. Further, participants’ 
accounts reveal that some officers channel their service motivations through bringing people 
to justice, which doesn’t necessarily fit so well with the practices at the heart of the 
neighbourhood model (e.g. engagement and collaborative problem-solving with communities). 
It follows that this impacts on officers’ attitudes toward neighbourhood policing. This approach 
is not always afforded the same status, or considered a priority, relative to other MPS 
functions. The accounts therefore help to shed some light on why 19% of survey respondents 
could find reasons to be both positive and negative about neighbourhood policing. The 
following chapter will further explore the organisational and contextual factors shaping officers’ 
service outlooks and wider commitment to their role.  
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Chapter 7.  “Sent back to uniform”: exploring the organisational 
and contextual factors undermining officers’ service outlooks 
7.1  Introduction  
 Extending the inquiry that commenced in the previous two chapters, this chapter 
identifies and examines the organisational and contextual factors shaping MPS officers’ 
attitudes toward neighbourhood policing and commitment to their role in modern society. The 
organisational factors include: organisational performance indicators; specialization 
opportunities; the composition of neighbourhood teams and prioritization of specialist 
functions; gaps in training and development and role ambiguity. Intricately bound to the these 
organisational factors, the contextual factors which are relevant to officers’ attitudes toward 
neighbourhood policing and wider commitment to their role can be summarised as: 
government cuts to budgets, resourcing of neighbourhood policing teams and a reported 
decline in perceived organisational justice in the context of austerity. This chapter will argue 
that these organisational and contextual factors may equate to something approaching an 
‘institutional undermining’ of neighbourhood policing and serve to aggravate the low status 
afforded to this approach by some officers, described above. This chapter thus helps to further 
explain the high percentage of ‘mixed views’ identified in the survey data, i.e. why some 
officers can seemingly find reasons to both accept and reject the notion of neighbourhood 
policing as ‘real’ policing. The findings also raise further important questions about the priority 
the MPS affords to neighbourhood policing and its customer-focused objectives.  
7.2 Organisational barriers to neighbourhood policing  
Previous research shows that a consideration for the operational, social, economic and 
political context is crucial to understand how officers interpret and understand their role (see 
for example Cockcroft, 2013; Loftus, 2009; Reiner, 2010; Waddington, 1999). Participants in 
the present study drew attention to several organisational factors that seemingly undermine 
the status of, and officers’ commitment to, neighbourhood policing with a focus on customers, 
instead encouraging officers to subscribe to a law enforcement outlook. As will now be 
discussed, this includes organisational performance indicators; specialization opportunities; 
the composition of neighbourhood teams and prioritization of specialist functions; gaps in 
training and development and enduring role ambiguity.  
7.2.1  Police performance indicators   
The absence of adequate performance indicators for community policing has long 
been acknowledged (see Bennett and Morabito, 2006; Chappell, 2009; Cosgrove and 
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Ramshaw, 2015; Fielding and Innes, 2006; Gorby, 2013; Holdaway, 1983; Manning, 1977; 
Myhill and Bradford, 2013; Reiner, 2000; Skogan, 2008; Weisburd et al., 2006; Willis and 
Mastrofski, 2016). Traditional measures of performance (at an organisational level) have 
centred almost exclusively on monitoring officer’s contribution to recorded crime and related 
outcomes (e.g. arrests, detection rates, response times) (see Chappell, 2009; Fielding and 
Innes, 2006; Gorby, 2003; HMIC, 2008; Moore and Braga, 2003). The findings of these studies 
were reflected in the present one. As Superintendent Brown explained:   
Traditional performance measures have been around crime […] we don’t always recognize 
everything that gets done […] Actually I think police officers are real problem solvers, wrestling 
with some really complex issues. Sometimes our diagnostics are too simple and fail to 
recognise the complex issues we deal we with.   
Despite the clear crime reduction objectives of neighbourhood policing, taken together the 
performance management framework to incentivise the broader aspects of neighbourhood 
policing (e.g. effective community engagement, collaborative problem solving) was viewed to 
be inadequate (Chappell, 2009; Fielding and Innes, 2006; Gorby, 2003; Moore and Braga, 
2003). As PC Green noted: ‘…you’ve got the area commanders and all they’re looking at is 
the crime figures, they’re not looking at anything else’.  
Participants’ accounts suggest that the tendency for organisational performance 
monitoring processes to focus on traditional crime control metrics (e.g. arrests) has potential 
consequences for those officers engaged in neighbourhood policing. The absence of broader 
measures of performance (see Gorby, 2013), which may in part be explained by the lack of 
clarity surrounding its definition and knowing what ‘success’ looks like for neighbourhood 
policing (Fielding and Innes, 2006), makes it difficult for neighbourhood officers to demonstrate 
their effectiveness at an individual level (e.g. within individual performance development 
reviews). As PS Begum explained:  
A lot of the work that neighbourhood officers do is the kind of stuff that is harder to measure, 
the community engagement, the prevention, how much you prevent from happening. So, for 
example, you leaflet drop a whole street and tell people to lock their windows and shut their 
doors when they go out - you may well have prevented two or three of those houses being 
burgled that week - but how do you demonstrate that? So high-risk missing people, yesterday 
that is all I dealt with. That will not end up on a spreadsheet anywhere as a red-amber-green 
flag. All I’ll be asked about by my manager is how many detections I’ve had, how many crimes 
I’ve had this week compared to the same week last year. I haven’t dealt with any crime! 
For the neighbourhood officer, it is a short hop from not being able to demonstrate their 
effectiveness to lower job satisfaction and a weakened sense of role commitment. As PC Piper 
stated:  
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We don’t get noticed for anything we do, either at a local or broader level, which is very 
frustrating.  Because they can’t add figures to our role, no one takes any notice […] Sometimes 
it makes you wonder why you even do it. 
Findings from the interviews illuminate the strained relationship between the complex 
and multi-dimensional reality of modern police work and the narrowly framed organisational 
performance framework. To quote Gorby (2013: 398): ‘The problem with accepting traditional 
measures of performance and crime statistics as accurate measures of police performance is 
that the bulk of modern policing involves public service work that precludes crime fighting’. As 
PC Naylor explained, the lack of formal recognition for the service aspects of the role at the 
individual level remains a major source of frustration for officers in the MPS: 
Mental health and missing people take up probably fifty per-cent of our response team’s time, 
and it’s not a crime, we’re not catching a suspect and we’re not looking after a victim. The 
mental health resources just aren’t there, so we spend about four hours sitting with them on the 
side of the road until an ambulance comes to section them, or we try and section them. You 
know, that could be your whole shift […] and then I can’t say oh four burglars got away that 
night because I was talking down a woman on Putney Bridge who was suicidal because there 
were no ambulances to come and take her back to her mental health hospital that she’s missing 
from. […] It’s not a figure. It’s not an arrest figure. But I still spent two hours their listening, what 
recognition do you get for that? 
Overall, the accounts suggest that the current MPS’ performance framework tracks through to 
individual performance appraisals (see also Bennett and Morabito, 2006; Chappell, 2009; 
HMIC, 2008). The organisational focus on crime outcomes seemingly undermines the ability 
of neighbourhood officers to demonstrate their effectiveness, and this can weaken their job 
satisfaction. The way officers are currently measured does little to incentivise engagement in 
social service tasks, or reward officers for providing a high-quality service to customers 
through service-model policing (Bennett and Morabito, 2006; Chappell, 2009). Further, it does 
not suggest that the organisation cares about the quality of service that customers receive, 
instead rewarding and reinforcing the traditionally dominant leaning toward crime fighting44 
(Cosgrove and Ramshaw, 2015; Fielding and Innes, 2006; Moore and Braga, 2003; Reiner, 
2000). To ensure the successful implementation of neighbourhood policing, existing evidence 
highlights the importance of embedding ‘quality of service’ indicators in organisational 
performance regimes and rewarding officers for their contribution in this area (HMIC, 2008:11). 
7.2.2 Specialisation opportunities and career stepping stones 
Modern police work comprises of a complex range of tasks (see for example College 
of Policing, 2015; Millie, 2013), providing recruits with an ever-increasing number of 
 
44 In fact, at the time of writing the MPS monthly performance review meeting where operational leads are held to account is 
still named ‘Crime-fighters’. For more information see: https://www.met.police.uk/police-forces/metropolitan-police/areas/about-
us/about-the-met/governance/ (first accessed 25/09/2017). 
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opportunities to specialise in areas such as cybercrime, fraud, firearms, serious and organised 
crime, counter -terrorism and diplomatic protection(see Crawford, 2008; HASC, 2018; Higgins, 
2018; HMIC, 2014; Reiner, 2010; Savage, 2007a). Participants accounts provided some 
evidence to suggest that this might be serving to aggravate the low status afforded to 
neighbourhood policing relative to other functions, and more generally, providing officers with 
opportunities to do something that is more closely aligned to dominant conceptualisations of 
‘real’ policing (see also Davies and Thomas, 2008). Inspector Duckworth explained how 
increased specialisation opportunities have undermined the status of neighbourhood policing 
and subsequently damaged the recognition that community police officers of the past were 
afforded:   
What we’ve done is we’ve defined; we’ve put things in boxes. Thirty years ago you had a shift, 
and then within that shift you’d have a couple of ‘bobbies’ that were assigned to that area, and 
that was their area and they knew everything about it. So that is NPT (neighbourhood police 
teams) now. They were once seen as the font of all knowledge, they were seen as well if you 
had a problem you could go to them, whereas now we’ve stigmatized it and said you’re an NPT 
and you’re completely separate from the 999 Gucci stuff, and you’re the boring kind of long-
term problem solvers. So if you put it all back in one pot, which it might one day go back too, 
then you wouldn’t have that stigma.  
And for DS Davies: 
…neighbourhood policing was your grassroots, that was the bottom if you like, and then people 
specialized or took promotion and went into different areas. Some people want to stay there 
their whole career, but they might have a stigma of ‘cor, he didn’t do much with his career did 
he, he only stayed in uniform’. In the Met particularly, there are so many different departments, 
so many specialisms. You can do neighbourhood policing on the streets forever or you could 
be royalty protection, firearms rifleman, helicopter observer, dog holder or murder investigator. 
There are so many different things and you want to taste a bit of all of that, so I wouldn’t blame 
people for saying right, I only want to do neighbourhoods for the shortest period I can. 
DS Davies’ account is consistent with previous research which has indicated that many police 
officers see neighbourhood postings merely as a ‘career stepping stone’ (Higgins, 2018: 4) to 
response or higher status non-uniformed roles within the organisation (see also Fielding, 1995; 
Hamilton-Smith et al., 2014). These accounts provide further evidence to suggest that 
specialist roles (i.e. working in the dog unit, helicopter branch or firearms command) achieve 
a higher status compared to neighbourhood policing in the MPS. And more generally, may 
appeal more to officers.  
Some of the officers interviewed explained that the lack of prestige afforded to 
neighbourhood policing (relative to other specialisms) could in part be attributed to other 
organisational factors. Notably, that it is mandatory for almost all new officers who join the 
MPS to spend time there when they first join the service. Participants’ accounts suggest that 
this can result in a lack of commitment to the neighbourhood role and a yearning to move on 
quickly to other roles. Reflecting on her early years in the job, PS Begum described her time 
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on neighbourhoods as simply a ‘box-ticking’ exercise: ‘I remember as a younger officer it was 
made clear that you need to go to neighbourhoods to be able to tick that box, to say you’ve 
done it’. Similarly, PC Piper stated that: ‘I think it’s a good way of policing […] But then you 
also have the issue where there are a lot of police officers on neighbourhoods that don’t want 
to be there’. PC Anya explained his concern about posting all officers into neighbourhoods 
when they join the MPS, noting the potential consequences for officers’ longer-term 
occupational experience given the nature of the work:   
Neighbourhood policing is often the first impression recruits get of the organisation, and 
because they are so eager to pursue specialist routes and exciting roles when they join, 
neighbourhood policing might actually have long term implications for job satisfaction and 
morale as it does not necessarily live up to this billing! It is not seen as a long-term career path 
for most because it is not exciting, there’s not much drama and it can be repetitive. 
Participant’s accounts clearly raise question marks over the long-term commitment of officers 
to neighbourhood policing, as PC Green explained:  
you’ve got people that are doing it just because they have to do it […] Everyone I speak to on 
neighbourhoods says, ‘I can’t wait to get out on a response team’. People don’t want to be on 
Safer Neighbourhoods. If you’ve got people that don’t want to be there, it’s not going to work. 
PS McMain also explained how the mandatory posting to neighbourhood roles can adversely 
impact on the commitment of officers to these roles and subsequently, the continuity and 
success of the neighbourhood model: 
We used to have people in neighbourhood roles who wanted to be there. We used to apply for 
it. Now we’re forcing people into the roles who don’t particularly want to be there, so it defeats 
the objective. With neighbourhood policing you really need people in there for years.  
7.2.3 The composition of neighbourhood teams and prioritisation of specialist functions 
Participants in the present study almost universally expressed concern about the 
composition of neighbourhood policing teams in the MPS. Officers explained that 
neighbourhood teams typically comprise on the one hand of officers on probation with limited 
experience of frontline police work, reflecting their compulsory deployment in this way. On the 
other hand, neighbourhood policing teams otherwise comprise officers nearing the end of their 
service who are waiting for retirement. As PS Begum recalled:  
When I was a neighbourhood sergeant, I managed a kid. I say a kid, sorry that sounds quite 
patronising. He looked about 12 [laughs] but was actually 18 and 9 months. He’d come to 
London from the Midlands. Haringey was his first posting. It was his first time being away from 
home, he was used to his mum still do everything […] he wasn’t just new to policing but he was 
just so young that he didn’t have any experience, with anything [laughs]! I find the problem is 
that these very young officers, in terms of experience and age, tend to get posted onto 
neighbourhoods alongside the very old, the very tired, and grumpy older sergeants. It certainly 
doesn’t do much to help the reputation of neighbourhoods [laughs].   
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According to PS Begum’s account, the composition of neighbourhood policing teams has the 
potential to accentuate the scepticism that longer servicing officers might have toward new 
members (see also McLaughlin, 2007; Paoline, 2003). The combination of inexperienced 
recruits and ‘very tired’ and ‘grumpy’ older sergeants has the potential to further aggravate the 
low status of neighbourhood policing. This can be attributed to negative perceptions of 
neighbourhood teams in other areas of the organisation for comprising of recruits who lack 
the necessary experience ‘on the streets’ and older officers who lack the necessary skills and 
motivation to tutor them (see also Fielding, 1995; Hamilton-Smith et al., 2014; Higgins, 2018).   
PC Green reflected on his time working on neighbourhoods, pointing to the 
composition of neighbourhood teams and the absence of high-quality sergeants within 
neighbourhood teams as barriers to the successful implementation of neighbourhood policing:   
You’ve still got Safer Neighbourhoods where you’ve got a mixture of young PCs but then you’ve 
got a few ‘old sweats’ left waiting to collect their pensions. So whilst you have got some 
experience on Safer Neighbourhoods, all they’re caring about is how many months they’ve got 
left, so they’re not helping the youngsters […] there are some very good neighbourhood 
sergeants that actually get out and about, speaking to people, interacting with the community. 
But then you’ve got some sergeants who literally just sit in the office, in the corner behind the 
computer all day. I think that’s the big thing, the leadership of the sergeants, at times, it’s not 
very inspiring or motivating for their team. Your better, hardworking sergeants tend to be in 
response or other specialist teams and stay there.  
PC Green’s account suggests that the very best sergeants are either de-motivated in 
neighbourhood roles, or otherwise attracted to roles in response or other specialist teams. As 
a result, neighbourhood constables are not receiving much in the way of professional 
development. Neighbourhood officer PC Anya said: ‘I don’t think it is good to post all our 
recruits here, especially because it is an environment which is not renowned for giving officers 
a great deal of support or mentoring.’ Any skills gaps stemming from the composition of 
neighbourhood teams are ultimately likely to moderate the success of neighbourhood policing 
and the quality of service that customers receive (see also Fielding, 1995 and 2018; Hamilton-
Smith et al., 2014; Higgins, 2018).  Others have noted the importance of high-quality sergeant 
level supervision to instil the confidence in neighbourhood constables (Fenn and Marks, 2018) 
and to maintain the effective delivery of the neighbourhood function within police forces 
(Higgins, 2018).  
 Importantly, participants’ accounts suggested that police managers actively prioritise 
deploying the most able officers to specialist areas at the expense of neighbourhood policing, 
and conversely, actively deploy the least able to neighbourhood policing. PS Begum, for 
example, noted:  
Neighbourhoods has often been seen, and this will not be written down anywhere, as a place 
where you send people who can’t take the pace. So it’s a place where people who want to work 
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slow-time can go, and I wouldn't say hide, but wouldn’t be noticed if they are there or not, type 
thing. 
Similarly, DS Davies went on to describe the tendency of police managers to send officers 
who are deemed to be occupationally incompetent ‘back to uniform’, in favour of protecting 
and prioritising the activities of specialist investigative branches: 
I suppose the stigma comes because if somebody makes a mistake, or isn’t very good at a 
specialist role, what happens is what they call being ‘sent back to uniform’ [laughs].  Nobody 
ever gets sent to dog unit, or helicopter branch, or firearms for making a mistake whilst they’re 
in uniform. ‘Right you’re useless, you’re the most useless police officer I’ve ever met therefore 
we’re going to send you to the CID...’ It just doesn’t happen. Whereas if you’re in CID and you’re 
not very good, well you’re being sent back out to neighbourhoods. That’s why that stigma 
probably comes in. 
That clear boundaries have been drawn between neighbourhood policing and higher status 
specialist roles, helps explain why neighbourhood officers are prone to marginalisation and 
isolation within the occupational culture (McLaughlin, 2007; Waddington, 1999). These 
findings also help explain the differences in officers’ attitudes toward neighbourhood policing 
descriptive quantitative results according to their role assignment.  
7.2.4 Training and development 
Past studies suggest that the training and development opportunities for police officers, 
particularly those engaged in service-model policing, have been sporadic and insufficient in 
terms of equipping them with the skills required to perform their duties (Chappell, 2009; 
Fielding, 1988, 1995 and 2018; Higgins, 2018; Skogan et al., 2015). For example, Fielding 
(2018) presents evidence to show that the delivery of police training has been plagued by 
inconsistencies and has suffered from a lack of evidence-base and absence of systematic 
evaluation.  Higgins (2018) attributes the lack of professional status and recognition for 
neighbourhood policing to the absence of formal training packages and a body of professional 
knowledge for this function. Officers’ accounts in the present study drew attention to three 
interlinked issues with police training and development: 1) the overall quality of police training, 
2) the provision of training in relation to the core skills associated with neighbourhood policing, 
and 3) the credibility of police trainers and supervisors.   
The first and overriding theme that the accounts of participants drew attention too was 
frustration about the poor quality of training that they had received throughout their careers. 
This is illustrated by PS Carter’s account:  
…the thing that has sort of been carried with me throughout my services is that, I don’t think, 
given the breadth of scenarios we’re dealing with, that we’re adequately trained quite frankly 
[…] When you’re patrolling the streets, or not for that matter, I challenge anybody with half an 
hour input or maybe even an hour’s e-learning input, to be able to effectively manage a practical 
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scenario […] police officers should be practically trained much more frequently.   So the 18 
weeks that I had at the start of my service were very beneficial. But I’ve got to be honest, from 
a learning perspective, that was probably the first and last time I felt I’d been trained in such a 
way that if I walked into that situation, I could deal with it. 
Similarly, Superintendent Brown noted that the training he had received after his initial recruit 
training had been of a poor standard:  
Personally, I thought Hendon was good at the very very start. After that point, I think my training 
has been poor […] I would like to see better forms of training across the organisation.  
Participants’ accounts provided some, albeit limited, evidence to suggest that officers’ 
underlying frustration about the quality of training can be attributed to the MPS’ decision to 
replace much of the traditional scenario-based training with video and e-learning content. 
According to DS Daniels:  
The biggest problem I think, and some might have mentioned it, is the online training packages. 
I think it’s a bit of a cop out really, it’s a rubbish system. The problem with the online learning 
packages is we seem to get bombarded with them […] and I’ll be honest with you, they’re not 
very good.  
Inspector Forsyth shared his disappointment that the MPS often ‘get people to do computer-
based learning, it’s not classroom or scenario-based training anymore’. Inspector Forsyth later 
explained that the use of computer-based learning was one factor symbolic of a wider lack of 
investment in the development of new recruits unlikely to motivate the best people to stay in 
policing long-term:  
We’re trying to attract the best people but with the lowest pay, with okay pensions. We throw 
them on computer-based training, then expect them to go out and represent the service and 
the communities in the way we want you too. I dare say that the majority of recruits start with 
the very intention of doing so, but the point is what do we actually invest in them to do that? So 
all you actually get is a load of people signing up, realising they’ve made a huge mistake and 
resigning quite quickly, which makes it all quite laughable.  
Second, several participants accounts drew attention to a lack of training in relation to 
the core communication and interpersonal skills associated with neighbourhood policing. 
Empirical research shows that the point of contact between police and citizens is vital in any 
efforts to build public confidence (Bradford et al., 2009; Jackson et al., 2013), a primary aim 
of neighbourhood policing via effective community engagement (College of Policing, 2018; 
Cosgrove and Ramshaw, 2015; Myhill, 2006; Quinton and Morris, 2008). It is also important 
to note that regardless of their current role in the organisation, rank or length of service, most 
participants acknowledged the importance of good communication and interpersonal skills to 
effectively perform their role in modern society. This is consistent with previous studies (see 
for example Charman, 2017; Fielding, 1988). Inspector Duckworth stated: ‘I just think as a 
police officer; good communication is vital’. Likewise, PS Carter noted that ‘communication is 
key’. PC Gooding simply stated:  
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You’ve got to be a social animal. It ultimately boils down to the ability to talk to people and that 
confidence and keenness. 
The customer-focused goals of neighbourhood policing place great emphasis on the 
communication and interpersonal skills of officers to facilitate effective community 
engagement, partnership working and collaborative problem-solving. However, when asked 
about what training she had received around core neighbourhood skills such as how to engage 
with citizens and manage vulnerable individuals, PS Begum bluntly stated: ‘There isn’t any at 
all. When there is some it’s quite superficial’. Asked about whether he had received any 
training in how to engage with citizens, PC Gooding replied:  
Oh god no. What people would consider to be proper training unfortunately now is all done on 
borough […] There’s very little exposure to scenarios really at training, proper scenarios and 
getting you properly used to it.  
Participants’ accounts also suggest that there has been relatively little investment in training 
officers how their behaviour can help develop procedurally fair relationships with citizens and 
boost public confidence through meaningful engagement, which is at the core of the 
neighbourhood policing model. DCI Jones said that: ‘we train quite a lot of knowledge, but not 
actually how, not actually skill for example in terms of interacting with someone’. The absence 
of training in these skills might be attributed to a cultural leaning toward the idea that effective 
communication is not something that can be taught, but is instead acquired through day-to-
day experience (see also Fielding, 1988 and 2018; Willis and Mastrofski, 2014). Indeed, 
several participants suggested that whilst communication and interpersonal skills are an 
essential requirement for neighbourhood police officers, these represented somewhat 
‘unteachable’ skills that are developed primarily though occupational experience rather than 
in the classroom (i.e. ‘craft knowledge’). As PC Piper explained:  
I think communication is key. I joined young at like 21, and if I was on response now, I think I 
would be a completely different police officer, and probably better. Just through what I’ve 
learned in terms of how to talk to people and knowing that you don’t need to jump on people 
and arrest them all the time, you can actually talk them out of the situation. Over those last 12 
years, I’ve learnt a lot. 
Several other participants explained that whilst communication and interpersonal skills are an 
essential requirement for police officers, they are not learned quickly and instead developed 
over many years in the job: 
Liam: Have you received any training around how to deal with the public and engage with 
communities?  
PC Green: No no. I had a little bit when I was doing my street duties but that was 14 years ago. 
I suppose you do train everyday though. I mean you speak to people, see how you get a 
reaction and then you might change it for the next time, so I suppose you do learn on the job. I 
know it’s in a live scenario, but you are training, because you realise what to say to people and 
what not to say to people. 
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PC Piper: It’s who you are isn’t it. You can’t teach communication.  
PC Anya: Look. For some officers it (the training) will probably have a positive influence but for 
most it’s just part and parcel of what we do.  
           As stressed, communication and interpersonal skills are central to the effective delivery 
of policing, neighbourhood focused or otherwise. However, officers’ accounts also suggested 
that little priority is afforded to the quality of police training for those deployed in neighbourhood 
roles compared to specialist roles. There was some evidence in participants accounts, albeit 
limited, to suggest that the quality of ‘specialist’ training officers receive (e.g. public order) is 
of better quality than the training recruits receive in the core policing when they are posted on 
neighbourhoods. To quote PC Naylor:  
The public order training is brilliant. That faculty is brilliant. Taser, I did that at the TA centre, 
that was brilliant. A really well run, organised course. So specialities like that I think we do really 
well, whereas my six-months in recruit training, as in training the basics, was terrible. 
Reflecting on the limited training he received when neighbourhood policing was initially 
launched in the MPS, Inspector Forsyth noted:  
There was a Safer Neighbourhoods course, which was a weeklong course somewhere near 
Victoria. To be honest though, I think I’d been doing it a year by then so I had my own ideas 
about it […] the problem is the Safer Neighbourhoods model was built upon a number of 
academic theories, like broken windows theory for example, and you had to kind of translate 
that into everyday policing with little support in the way of training.  
In the absence of quality formal training, the likelihood of neighbourhood policing being 
implemented successfully and achieving an improved status is clearly weakened (see also 
Higgins, 2018). A further implication, as PC Gooding suggests, is that officers are inclined to 
move into other areas of the organisation in pursuit of professional development if such 
opportunities are not provided to them in neighbourhood roles. PC Gooding described 
neighbourhood policing as a test of endurance rather than an environment in which police 
officer’s younger in service can develop professionally.  
You have to serve your time there because if you want to skill up, so if you want to get a 
response course, a Taser course or any sort of element of change or expansion, you’ve got to 
go to a response team. It’s (neighbourhood policing) a place where you’ve just go to tough it 
out.   
Third, participants’ accounts drew attention to the lack of credibility associated with the 
training role within the MPS. Superintendent Brown felt this was because the training role itself 
was a low status role and the tendency for the organisation to place underperforming staff into 
these positions:  
Training staff are often looked at as sort of wasters, sort of retired wanting an easy life, and we 
don’t value them around promotion in my opinion. We don’t seem them as our best people, in 
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fact we often see training as a place to get rid of people who can’t perform in an operational 
capacity. I think it’s a real cultural trend we need to break.   
DCI Jones described her relatively poor experiences of training during her career, attributing 
this to a lack of credibility and confidence amongst those responsible for delivering the training, 
as well as an absence of structure in delivery and post-training assessment:  
In the training experiences I’ve had I’ve felt like the person training me doesn’t have a lot of 
credibility in this, doesn’t have the confidence to deliver the training and they undermine 
themselves immediately. So there’s a credibility issue with the trainers. I think there’s also a 
lack of structure and rigour about it, so like where’s the testing? 
Past studies have also reported on the varying calibre, inadequate preparation time and 
provision of learning materials provided to in-force trainers and tutors, and the potential of this 
to reduce the quality of police training and ultimately the preparation of new recruits who 
typically join neighbourhood teams (for review see Fielding, 2018). DS Daniels account 
suggested that this was something he had experienced whilst working on a neighbourhood 
policing team in London: 
When I was at Hammersmith (on neighbourhoods), there were recruits coming through to do 
their street duties and I can remember they just seemed to pull a number of uniformed officers 
from various shifts, just stuck them together and said for the next five weeks you’re going to go 
and tutor this person. There was no training given to the trainers […] I don’t think the supervision 
of new recruits is sufficient.  
These accounts suggest there is work to be done to improve the credibility and preparation 
given to those responsible for delivering training courses and supervising new recruits, in order 
that those officers being trained have a better learning experience and are adequately 
prepared to perform their duties when they land in neighbourhood teams.     
In sum, the accounts of participants suggest that there is a deficit in the overall quality 
of training provided to MPS officers. Perhaps of most relevance to the thesis’ research 
questions, accounts indicate that relatively little exists in the way of formal training on the 
quality of interactions and service to customers that the success of neighbourhood policing 
surely depends on (see for example Higgins, 2018; Myhill and Bradford, 2013; Rogers, 2017). 
Professional development opportunities for those in neighbourhood roles are seemingly 
limited compared to other areas in the MPS, which does little to promote continuity in 
neighbourhood roles or the status of this function (Fielding, 1995; Higgins, 2018).  
7.2.5  Role ambiguity in an era of ‘wide policing’ 
Millie (2013:5) has conceptualised the modern policing task as one of either ‘wide 
policing’ or ‘narrow policing’, positing that: ‘Wide policing has diverse objectives, including 
catching criminals, reducing crime, tackling terrorism, addressing people’s fears, reassuring 
146 
 
the community, and so on. Narrow policing concentrates on a more limited set of objectives’. 
Crucially, participants in the present study felt that the policing task is becoming increasingly 
wide and difficult for officers to define. According to PC Green: ‘the jobs constantly changing, 
and no one really knows where they stand’. Superintendent Brown noted that this has been a 
long-standing issue for policing:   
I’ve always thought that actually we’ve never really had a good role description for a police 
officer […] I think the job is so far reaching. It’s quite easy to say ‘oh, you know, arrest bad guys, 
prevent crime’. Actually then, where’s all the public safety, missing persons, looking after the 
vulnerable, problem-solving in communities to help stop problems continuing to emerge? 
Whereas most professions or careers have demarked lines of responsibility, I imagine if you 
look for a role profile for a modern police officer, you wouldn’t find one that manages to 
encompass everything that we do. I think that’s one of the major challenges.  
Officers noted how this has manifested in a heightened sense of role ambiguity (Rizzo et al., 
1970). Whilst these trends might apply throughout the organisation, participants in the study 
suggested that they were particularly acute for those officers deployed to neighbourhood 
policing in the MPS. PC Gooding attributed this to the wider ambiguity that has characterised 
conceptualisations and definitions of neighbourhood policing (see Chapter 1 of this thesis; 
Fielding, 1995; Fielding and Innes, 2006), and the failure of police leaders to provide clarity 
about its objectives and purpose (see also Higgins, 2018):   
The problem with SNT (Safer Neighbourhoods Teams) is that the message isn’t very clear. 
They’re not saying just go out and nick people, they’re saying do a bit of investigation, do a little 
bit of community policing, cover the wards, do a bit of presence and reassurance. The mission’s 
not very clear and it changes from week to week.  
PS Begum explained how she felt that the neighbourhood police officer is most easily 
described as a ‘jack-of-all-trades’ at a time of perceived mission creep. PS Begum suggested 
that this role ambiguity and role conflict can be a source of stress for the neighbourhood officer 
(see also Rizzo et al., 1970; Manning, 1977; Willis and Mastrofski, 2016):  
We are just picking up the pieces and doing more of the jobs we shouldn’t be doing. Another 
example, so it’s vulnerable people and mental health as well. […] Why are we taking on the 
role of other agencies? We have become a jack-of-all-trades in many ways, which itself can be 
really, really stressful for a lot of cops.  
PC Anya also explained how role ambiguity and role conflict can adversely affect 
neighbourhood officers’ occupational experiences, hinting that this might be a factor 
contributing to the propensity of officers to leave neighbourhoods for more clearly defined 
specialist roles:  
As a neighbourhood officer you encounter a whole variety of crime and anti-social behaviour. 
There is a horrible middle-ground though - domestics, civil disputes etc. – things that are not 
really police issues but could turn into police issues. It’s quite complex at times I suppose, and 
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obviously that can make you feel unsettled and it is probably why folk don’t stick around for 
long. 
For one former neighbourhood sergeant in the present study, the lack of role clarity for 
neighbourhood officers and the adverse effect of this on their occupational experience, was 
linked to what they saw as a hurried implementation of neighbourhood policing in the MPS 
and lack of clear communication from senior managers about its purpose and objectives: 
Inspector Forsyth: It (neighbourhood policing) was introduced so quickly and so dynamically 
that the whole concept got lost. This is where this whole questioning of your sense of worth has 
come from on neighbourhoods, particularly for PCSOs. 
Supporting this view, DS Daniels reported ‘a lack of understanding about what each 
department does, and Inspector Duckworth warned of ‘a lack of knowledge and understanding’ 
across the MPS about the role of neighbourhood policing teams. This suggests that to foster 
support across the MPS for service provision in an evolving landscape, work is needed to 
clarify the purpose and remit of neighbourhood teams (Higgins, 2018).  
On a wider note, the results indicate that there is strong desire amongst serving MPS 
officers for greater role clarity and to erode the narrowly framed view that police are simply 
there to enforce the law (also see College of Policing, 2015; Greenhalgh and Gibbs, 2014; 
Millie, 2013; Reiner, 2010). Illustrating this, many officers expressed their frustration and 
bewilderment at the statement made by Theresa May (then Home Secretary) to the National 
Policing Conference in 2010, described by critics a failed attempt to simplify the police mission 
(Greenhalgh and Gibbs, 2014): ‘I couldn’t be any clearer about your mission: it isn’t a thirty-
point plan; it is to cut crime.  No more, and no less’ (Home Office, 2010). DS Daniels’ account 
suggests this statement ultimately amplified officers’ frustrations about the lack of mission 
clarity for policing and the view that politicians are out of touch with frontline operational 
demands:   
Her (Theresa May) stance, her comment or whatever, it personally - and I’ll give it you from the 
heart because that’s what you want isn’t it - that’s just a politician trying to get the vote […] it’s 
coming from the cold face. I think that’s rubbish. 
Whilst not a dominant theme, some participants reflected on the difficulty they have 
had navigating increased public expectations and calls for accountability stemming from the 
shift toward service-model policing in recent times.  PC Gooding, for example, described the 
current calls for service from the public as ‘non-stop’, attributing this ‘to the increased 
accountability we are under’. Inspector Reynolds also alluded to increased demand and 
expectations of citizens because of neighbourhood policing and its emphasis on community 
engagement (see Myhill, 2006). Inspector Reynolds account indicates that there are 
potentially negative consequences of this on officers’ job satisfaction:    
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One thing that is very different in recent years, I think partly a result of more engagement, is 
what people are calling for. So you know, I had someone reporting the theft of their pumpkin 
on Halloween, another one saying someone had stolen a snowman, you know, crap. We get a 
lot of really minor things. At the moment I’m dealing with grief from the local community about 
community speed watch, we’re not doing enough around this that and the other, you know. The 
expectations are up there and that gets frustrating. 
The increased accountability facing police officers can be linked to wider public service reform 
that has sought to rebalance the relationship between the providers of services and those who 
use them, re-presenting service-users as informed and empowered customers with a more 
active role to play in developing solutions to local problems (Blaug et al., 2006; Bullock, 2014; 
Loader,1999; Loftus, 2010; Myhill and Quinton, 2010; Westmarland, 2016). It is also clear that 
this agenda and widening nature of calls for service is influencing officers understanding of, 
and commitment to, their role in society.    
7.3 Contextual barriers to neighbourhood policing  
This section examines the influence of wider contextual factors, particularly austerity, 
in shaping police officers’ attitudes toward neighbourhood policing and commitment to their 
role in society. Since 2010, against the backdrop of global fiscal austerity and tumultuous 
change to the political landscape, the police have faced pressure to make significant financial 
savings and use their resources more efficiently (see for example HASC, 2018; Higgins, 2018; 
HMIC, 2017; Millie, 2013; Millie and Bullock, 2013; Wood and Williams, 2016). Faced with cuts 
to funding in the context of austerity there have been somewhat inevitable and unavoidable 
reductions in frontline police numbers in many of England and Wales’ police forces (HASC, 
2018; Millie, 2013). Indeed, recent evidence shows an 18% reduction in the total police 
workforce size in England and Wales since 2010 (HASC, 2018). As Rogers (2017:15) notes, 
within this content, neighbourhood policing is ‘arguably the most threatened section of the 
police service’. Wider reforms to police pay and conditions outlined in the Winsor Review 
(Winsor 2011 and 2012) are also said to have had a negative bearing on officers’ well-being 
and commitment, as well as their perceptions of internal fairness (see also Hogget et al., 2014; 
Quinton et al., 2015; Wood and Williams, 2016).  The government austerity agenda and 
reforms stemming from the Winsor Review were key discussion points raised by all the MPS 
officers interviewed. Evidence suggested that the conditions of austerity and reform have both 
weakened the structures of neighbourhood policing and officers’ commitment to their role.  
7.3.1 The erosion of neighbourhood policing in times of austerity  
Police scholars and commentators alike have argued that in the context of austerity, 
neighbourhood policing is vulnerable to cutbacks (Bullock and Johnson, 2017; HASC, 2018; 
Higgins, 2018; HMIC, 2017; Independent Police Commission, 2013; O’Neill, 2014). Indeed, 
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participants in the present study overwhelmingly suggested that they have experienced a 
retreat to a more ‘reactive’ model of policing because of austerity (HASC, 2018; Higgins, 2018; 
HMIC, 2017; Independent Police Commission, 2013; O’Neill, 2014). Participants stated that 
this retreat has significantly undermined the MPS’ ability to effectively deliver neighbourhood 
policing and build customer-relations. For PC Gooding:  
I just don’t think we have enough people to carry out that traditional feel of policing and make 
a real impact in local communities. The ward teams are on shift patterns, so there will be large 
chunks of the time - in fact a couple of days will probably go by - when even if you are actively 
looking for police officers as a member of the public they won’t be there […] If it’s just four 
people, who then are walking in pairs and they are just constantly getting harassed for calls, 
because they are, then the local policing model fails. Everyone knows that it fails. We are only 
equipped to be reactive. 
PC Gooding’s account suggests that cuts to officer numbers, and the MPS perceived 
decisions to prioritise their responsive and reactive work, has limited opportunities for the 
organisation to engage and build trust with the public. Superintendent Brown also commented 
on a sustained retreat to a reactive model of policing in recent years, something he felt 
represented a police failing: ‘I think we have been left in a place where we have been quite 
reactive and in fact we have sort of prioritized on responding to crime, which in my view means 
we’ve already failed society’. According to PS McMain, recent government cuts to police 
budgets and resources have undermined officers’ ability to perform the core activities of 
neighbourhood policing such as community engagement:  
What do you cut? Do you take a teacher out of a school? Do you take the body amour off a 
soldier in Afghanistan? Do you take a nurse out of a hospital? There is no money. But what 
does frustrate me is why are we still promising massive grandiose statements that we will 
achieve this and that at the same time. Look at the 20:20:20 promises; we’re going to reduce 
crime by 20%, but we’re going to reduce our budget by 20%. Why are we making that sort of 
promise when it’s just completely unachievable? I mean funnily enough we did achieve it, but 
at what loss to the vulnerable victims? […] We’ve stopped being there to fix everything. Again 
though it goes back to money, and being realistic, we only have so much money in the budget. 
Gone are the days of the Labour government’s Safer Neighbourhoods project where money 
wasn’t an issue. And do you know what, we did make a difference. You know, the links we built 
and the community groups we stood amongst, the workshops we ran, they were brilliant. 
These accounts provide support for O’Neill’s (2014:2) argument ‘that the entire 
Neighbourhood Policing project is under threat. With fewer PCSOs and police officers, 
remaining staff and officers will struggle to provide the face-to-face interaction and visible foot 
patrol which is central to neighbourhood policing’. 
MPS officers’ frustration and concern about the perceived retreat to a reactive model 
of policing in recent years provides further evidence to support the quantitative results that 
MPS officers are mostly supportive of neighbourhood policing as ‘real’ policing. Inspector 
Forsyth offered a sentimental reflection on his time on neighbourhood policing pre-austerity. 
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For him, the erosion of neighbourhood policing and its potential for community capacity-
building (HASC, 2018) was a source of great disappointment:  
We’re losing that connection with communities now because we haven’t got any dedicated local 
communications officers and we haven’t got what I would call any proper local Safer 
Neighbourhoods teams left. Now, instead of having one sergeant, two PCs and three PCSOs, 
we’ve got one PC or one PCSO, trying to do all of that work that we once did as a whole team. 
Look I realise that money is the big issue, money is huge. But we’ve lost neighbourhoods; it’s 
not there. I’d love to be the person to try and put it back, I really would.  
Interestingly, however, and in contrast to the experiences reported by nearly all other 
participants, the most senior ranking officer that was interviewed (CS Jackson) rejected claims 
that the MPS had retreated from neighbourhood policing, with a focus on community 
engagement and crime prevention, to a more reactive approach. CS Jackson did, however, 
forecast a potential diversification of the previously ‘universal’ approach to neighbourhood 
policing within and across London’s communities (see also Higgins, 2018):  
Here we won’t retreat from neighbourhoods. It might look different, it might be different based 
on need, but we won’t retreat from neighbourhoods. The organisation is of a sufficient size that 
it can do that […] My personal view, I’m not sure I subscribe to the view that some colleagues 
are expressing nationally, that you’re retreating to some sort of response, fire brigade policing. 
I just don’t see why you would do that.  
Consistent with the findings of the previous empirical chapters, this might be further verification 
that the most senior officers may be more likely to champion policing philosophies, such as 
neighbourhood policing, as a means of accommodating for the external political pressures 
they face and concerns about wider perceptions of police legitimacy (see for example 
Cockcroft, 2013; Reiner, 1992 and 2010; Westmarland, 2016).  
Participants also reported that in the context of austerity, the likelihood of 
neighbourhood officers being abstracted to perform other duties, a longstanding issue for 
those trying to implement community programmes (see for example Cosgrove and Ramshaw, 
2015; Greenhalgh and Gibbs, 2013; Higgins, 2018; O’Neill, 2014), has increased. To illustrate, 
PS Hanson noted that neighbourhood officers were increasingly required to carry out response 
tasks and, in that sense, perform a dual role (also see Higgins, 2018; O’Neill, 2014):  
The challenges at the moment are to do with numbers, staffing. I think we have got sufficient 
numbers involved in neighbourhood policing […] But, well there’s another tier of policing which 
is the response. So the idea of the response officers is that they are there to take the emergency 
calls, so that we don’t, so that we’re able to get on with our other work. But we haven’t got a 
sufficient number of response officers to do that, so you end up being both roles, so it waters 
down the neighbourhood policing function.  
PS McMain also explained how neighbourhood officers are increasingly being abstracted, 
diluting the traditional outputs of the neighbourhood model such as community engagement:  
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actually a lot of the work that was being done by other units now has to be done by the 
neighbourhood teams, which means they can’t do what they are actually there to do […] So for 
example this morning, there were no neighbourhood officers on at all for the first few hours, 
and when they finally were on they were already engaged with other things. Whereas if you go 
back ten years, it was very much the focus of a single team tackling challenges that were 
identified through engagement with members of the public. We don’t do that anymore.   
PC Naylor also outlined the detrimental impact that increased abstraction in austerity was 
having on neighbourhood officers’ ability to fulfil their core task of community engagement 
(see Myhill, 2006) and the recognition afforded to neighbourhood policing:  
I think they (Safer Neighbourhood Teams) get a really tough time […] they get shafted a lot with 
aid and appointment car, which makes everyone think that they’re not doing any ‘real’ policing. 
I just don’t think they get the time that they need to engage in communities, which is their whole 
purpose, because they’re being abstracted.  
Accounts were consistent with past studies that have shown officers working within 
neighbourhood policing teams, particularly PCSOs, are habitually abstracted from their 
intended core duties of proactive engagement, reassurance and dealing with lower-level 
community problems to meet the more desirable intelligence and reactive crime fighting 
demands of their organisation (see for example Cosgrove and Ramshaw, 2015; Greenhalgh 
and Gibbs, 2013; Higgins, 2018; O’Neill, 2014).  
The programme of government austerity since 2010 has had an impact not just on 
policing but also on the provision of other public sector services. The accounts of participants 
suggested that cuts imposed on other services has contributed to an increased workload on 
police officers and that the pressure facing officers to ‘do more with less’ (Millie, 2013:2) is a 
source of frustration. Supporting this argument, PS Begum’s account provides evidence of an 
undercurrent of discontent about the influence of austerity on the expansion of the policing 
task:  
We are just picking up more and more of the pieces and doing more non-crime jobs we 
shouldn’t be doing. Another example, so it’s vulnerable people and mental health as well […] 
Why are we taking on the role of other agencies? Nowadays you are a social worker. A lot of 
other agencies have written into their policies scope for the police to intervene and do their role 
if they can’t, but it doesn’t work the other way around. 
Similarly, Superintendent Brown commented on the impact of economic austerity on demand 
on the MPS. Nevertheless, Superintendent Brown also felt that the period of austerity 
presented a window of opportunity for the organisation to reassess their responsibilities, 
calling for organisational leaders to be stronger at pushing back on the shortcomings of other 
services:    
We fill the gaps that others can’t fill, but what that means is you sometimes have a moving feast 
of responsibility. We need to set clearer boundaries. I know for example another force has 
started to become more ruthless in these austere times, in terms of what is and what isn’t a 
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police deliverable. So for example, children’s services will phone up last thing on a Friday 
saying, ‘such and such has gone missing, can you deal with it?’ Well this particular force ring 
back and say, ‘well hang on a minute, what have you done about it?’ Well obviously children’s 
services have nobody working that weekend so it’s expected that the police would fill that gap 
[…] These are the sort of boundaries and blurring of the lines that we’re now going to have to 
go into […] If there’s anything positive to come out of austerity, it’s made us re-think about our 
inefficient practices and what is and isn’t in scope for policing.  
7.3.2  The erosion of organisational justice and commitment in times of austerity and reform 
The quantitative analysis in the current study established that perceived organisational 
justice was directly predictive of MPS officers’ attitudes toward neighbourhood policing. This 
finding is consistent with previous empirical research that shows that police officers’ 
commitment to their role and wider organisational goals is mediated by how fairly they feel 
they are treated by their organisation (see for example Bradford, et al., 2014; Dick and 
Metcalfe, 2001; Myhill and Bradford, 2013; Quinton et al., 2015; Hogget et al., 2014). The 
interview accounts indicated that cuts to police budgets, pensions and overtime pay in the 
context of austerity are perceived as unfair by many MPS officers (see also Hogget et al., 
2014 Quinton et al., 2015; Wood and Williams, 2016). According to participants, this is having 
a detrimental impact on their morale, role commitment (Brunetto et al., 2012; Dick, 2011; Dick 
and Metcalfe, 2001), and the provision of service to customers.   
It is first interesting to note that the view of the most senior officer interviewed, CS 
Jackson, again stood in direct contrast to the views of other participants. CS Jackson 
dismissed the idea of police morale being in crisis and the effect of recent cuts, suggesting a 
‘moaning culture’ was just part and parcel of policing:   
Morale is a dreadfully hard concept to get right in policing. I think virtually every year in policing, 
people told me morale’s at its lowest, so actually we’ve done pretty well for 30 years being at 
its lowest! […] It’s an organisational culture thing that we talk ourselves down […] I was very 
struck the middle of last year looking at some of the surveys from the Royal College of Nursing, 
and nurses have lower morale than police officers, yet they’ve been protected from the cuts. 
So it’s not, there’s not a straightforward relationship between money going in at the front end 
and morale.  
 
CS Jackson’s account provides more evidence that the senior officers afford greater weight to 
upholding externally held perceptions of the police service than those at more junior ranks 
(see for example Reiner, 2010). Nonetheless, CS Jackson’s view stood very much in isolation.  
Instead, the dominant perception was that changes to police conditions in a climate of 
austerity were unfair and subsequently undermining morale. This was often linked in accounts 
to the radical, and controversial, review of police pay and conditions in 2011 by Tom Winsor 
who led a review of pay and conditions which led to a series of recommendations to modernise 
the police pay system. Of note, Winsor recommended increasing the retirement age of police 
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officers to 60, cutting starting salaries and significantly reducing the overtime and other special 
allowances for those in ‘back office’ roles (see Winsor 2011 and 2012). At the same time police 
officers, and indeed other public sector, were faced with a two-year pay freeze and increases 
in their pension contributions (The Guardian, 2011). There was strong evidence in participants 
accounts to suggest that the reforms implemented following the Winsor Review have 
contributed to declining morale, job satisfaction and a stand-off between rank-and-file officers 
and senior managers (Hogget et al., 2014; Independent Police Commission, 2013; Quinton et 
al., 2015; Wood and Williams, 2016). DS Daniels noted the impact the Winsor Review has 
had on officers’ morale:  
Everybody’s talking about the same issues to do with Winsor and what’s expected of us 
nowadays. I think morale is the lowest, certainly that I’ve ever known it. 
Reflecting on the economic backdrop and the changes stemming from the Winsor Review, the 
most salient issues for MPS officers was the reduction in payments for overtime and increases 
in their pension’s contributions. For Inspector Forsyth, a perceived shifting of the goalposts in 
relation to pension had had a significant detrimental impact on morale, weakening his role 
commitment:  
I’ve had like a hundred thousand pounds taken out of my pension, a lump sum that I would 
have got has gone […] When you sign up, you sign up for what it is on the day don’t you, with 
a full understanding of what you’re going into. What’s grossly unfair is changing it midway 
through. It’s destroyed morale and the whole job to be honest […] I’m not disputing that the 
pensions still not attractive in comparison to other sectors or what have you, but the point being 
is that it is different to what I signed up to. This is at a time when the job is more complex, you’re 
held to account more […] so where are the benefits to being a police officer in all of this?  
Nearly all the MPS officers interviewed noted the repercussions of the Winsor Review 
and government austerity on morale and reported a perceived shift in their normative 
behaviour from ‘goodwill’ to ‘work to rule’. This was a view shared by PC Naylor: ‘People don’t 
want to bend over backwards to make the job work anymore […] I think now it’s a lot more 
work to rule’. PC Green’s account also illustrates that workforce morale and discretionary effort 
is waning in response to reductions in overtime payments, an increase in the retirement age 
and pension contributions: 
Morale is low all around to be honest, I’ve noticed it. It’s probably worse than it ever has been. 
It incorporates everything really. For me I would have been retiring at 51 with a nice pension 
package, and now they’re telling me I’ve got to pay more in each month, I’ve got to work longer 
and get less at the end […] I mean now if I’m not going to get the overtime then I’m going home. 
We have to work the first half hour for free, we don’t get paid, but after that I’m going home, 
whereas in the past I might have done a little extra just to get stuff done. 
Participants suggested that declining morale and the onset of a work-to-rule attitude might 
have significant consequences for the quality of service that the public receive and in-turn the 
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wider effectiveness of policing. Inspector Duckworth alluded to a decline in officers’ 
discretionary effort on the back of perceived unfair treatment, noting that officers are no longer 
as willing to work beyond the minimum number of hours, even if there are serious 
investigations to progress:  
A lot has changed now, where people are so reluctant to come in early and want to leave on 
time, whereas before we would always be on duty half an hour before we were due to start, so 
that you are letting the next shift go. That doesn't happen so much now […] If we have a murder, 
we are practically having to order people to stay on duty! They want to go home.  
PS McMain also described how officers are not only becoming more reluctant to stay on duty 
beyond their shift, but also more likely to actively avoid partaking in proactive patrols or making 
arrests toward the end of their shift, given this might delay them getting home on time without 
any additional pay:  
I mean there is no goodwill. There’s none left. I mean now it’s all about getting off on time, we 
don’t earn overtime. In the past, when you had a job in, you would work until it’s done; doesn’t 
matter what time you finish, you work until it’s done. Now I’d say you work until the end of your 
shift and you go home. That’s it […] If we can’t have people earning overtime, at what time do 
we stop people proactively patrolling just in case they come across something an hour before 
their shift ends and it takes two hours to book a prisoner in. At what point do we draw the line? 
We haven’t won any negotiations, or we haven’t had anything go our way and what we’ve all 
seen is a very definite and gradual removal of our rights and entitlements.  Actually at some 
point you’ve got to say enough is enough, things aren’t going to keep working. 
DS Daniels also described shift in his outlook and behaviour, warning of the possible 
implications for the public as a result of weakening discretionary effort caused by recent reform 
and economic austerity:   
I think it will affect the public. There’re certain things I’ve started doing, and other officers I know 
have started doing, which will cost the public money at the end of the day, and it will cost the 
police. For example, I now claim every single bit of overtime that I work. I’ll claim every single 
expense that I’m allowed, whereas in the past I wouldn’t, I wouldn’t do that. When we look at 
with Winsor, taking things away for example like double time on bank holidays, being called 
into duty, that’s been taken away. We’re thinking ‘oh hang on a minute, but I’m expected to 
work more hours, for less pay, with more pressure being put on me’. So now I will claim 
everything I can get. I’m entitled to it, simple as that. Whereas in the past it would be well no, 
the job looks after me and I’ll put a bit extra in.  
Reflecting the more generic accounts presented above, neighbourhood officers also 
drew attention to how austerity has undermined perceived organisational justice, role 
commitment and in-turn heightened neighbourhood officers’ intentions to leave the 
organisation (see also Brunetto et al., 2012; Dick and Metcalfe, 2001).  PS Hanson described 
the effect of austerity on morale in his neighbourhood team, noting that recent changes to pay 
and a reduction in the level of organisation support officers feel has had led to an increase in 
the number of other officers leaving the MPS:  
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There’s far more of our officers that have left recently and that’s due to a mixture of low pay, a 
lack of support they felt from the organisation, and you know, just the cuts in general really […] 
Morale is very, very low.   
PC Anya also noted the potential repercussions of austerity and declining organisational 
justice on neighbourhood officers’ commitment to their role:  
A lot of officers I work with feel fatigued by the whole austerity agenda. People have been 
pushed to breaking point. I think a lot of officers are just tired with the general set up, reforms. 
There is lots of stuff to do with pay, pensions and I think that’s why more officers are starting to 
consider what skills they have and what jobs they could do elsewhere.    
 
That police officers themselves are reporting a decline in commitment to their role in 
the wider context of policing reform and state retrenchment, is an important finding given the 
potential negative consequences for the quality, and indeed cost, of service delivery to the 
public. PC Gooding explained how the onset of ‘a work to rule’ outlook was undermining the 
quality of service victims receive:  
Overtime pay is non-existent now, for anyone […] the core pressures are such, like when you 
work a busy late-shift for example you can’t do even basic investigation, you struggle with the 
basics of victim care because you’re always conscious of the finish time, you know you’re not 
going to get paid […] you’re getting off as quick as you can. 
PC McMain similarly noted that the consequences of no overtime pay for officers on the quality 
of service victims receive from neighbourhood and response teams, stating that officers are 
now more inclined to move quickly between calls for service: 
We have not overtime now […] Actually sometimes, how important is it when you’ve got a victim 
of crime who’s been through a lot, to actually sit and have a cup of tea with them and just be 
with them for a few hours, and give them that reassurance. We’ve lost that, now we’ve got no 
overtime to stay it’s just a case of well let’s get on to the next call.   
That officers’ commitment to their role is seemingly in decline has important implications for 
the status and successful application of neighbourhood policing. As the quantitative phase of 
the inquiry established, the support of senior ranking officers’ and neighbourhood team 
members (those who might be considered active ‘promoters’ of the neighbourhood policing 
strategy) broadly hinges on their organisational commitment.  
7.4 Chapter summary  
This chapter has established that MPS officers have had difficulty navigating several 
organisational and contextual factors in conducting neighborhood policing roles. Despite 
having mostly positive attitudes toward neighbourhood policing (see Chapters 5 and 6), 
participants’ accounts suggest that organisational practices and pressures of austerity might 
be preventing the customer-focused approach emphasized in neighbourhood policing being 
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realised in practice. Together, it is therefore argued that these organisational and contextual 
factors equate to something approaching an institutional undermining of neighbourhood 
policing in the MPS.  
The first part of this chapter examined the organisational barriers that may be shaping 
officers’ attitudes and undermining neighbourhood policing. At the root of this institutional 
undermining is a dominant performance management framework that is not sensitive to the 
values and delivery mechanisms of neighbourhood policing. This is felt keenly by officers in 
neighbourhood roles who have difficulty evidencing their effectiveness.  A reported deficit in 
the training and development for officers in the interpersonal and communication skills crucial 
to the delivery of effective neighbourhood policing, raises doubts over the extent to which the 
MPS considers this customer-focused approach to be a priority.  Providing further evidence to 
suggest that neighbourhood policing is not a priority area for the MPS, this chapter highlighted 
a tendency for the organisation to post inexperienced and underperforming officers into 
neighbourhood roles in favour of maintaining the efficient delivery of the organisations’ 
specialist capabilities. Accounts indicated that this can aggravate the low status sometimes 
afforded to neighbourhood policing within the occupational culture and dilute the 
attractiveness of neighbourhood policing as a possible longer-term career for officers. 
Similarly, the abstraction of neighbourhood officers and requirement on them to perform a 
‘dual-role’ does little to incentivize commitment to this way of working and ultimately impedes 
the likely success of neighbourhood policing. Linked to this, those in neighbourhood roles 
described that the lingering ambiguity regarding the role and purpose of neighbourhood 
policing. This can be frustrating for the individual officer and undermine their role commitment. 
The second part of the chapter demonstrates that the recent period of reform and fiscal 
restraint has potentially undermined the MPS’ ability to deliver an effective customer-focused 
approach via neighbourhood policing. Nearly all the officers interviewed explained that the 
MPS had retreated to a ‘reactive’ model (albeit a view challenged by the most senior officer in 
the sample). Officers were of the strong opinion that the MPS no longer had the resources to 
undertake the activities that can all be considered core components of the neighbourhood 
model, such as community engagement, collaborative problem-solving and proactive crime 
prevention. This evidence ultimately suggests that neighbourhood policing has lost out to other 
priority areas such as response and counter-terrorism (see also HASC, 2018; Higgins, 2018).  
Finally, the pressures of government austerity and changes stemming from the Winsor 
Review were perceived as unfair by the MPS officers interviewed in this study. As a 
consequence of changes to their pay and conditions, officers described worsening morale, 
commitment to their role and the onset of a work-to-rule attitude (see also Hogget et al., 2014; 
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Myhill and Bradford, 2013; Quinton et al., 2015; Wood and Williams, 2016). The results 
suggest that in the context of austerity the issue of organisational justice has greater salience 
in the minds of police officers (Bradford et al., 2014; Quinton et al., 2015; Wood and Williams, 
2016). As Quinton et al., (2015:5) outline, perceptions of fairness hinge not only on officers 
making comparisons with co-workers and colleagues but are also ‘informed by external 
decisions that have been taken elsewhere, over which the organisation has had little control 
(e.g. budgets, pensions)’. This has potential repercussions for the quality of service provision 
to the public and the likely successful implementation of neighbourhood policing. Indeed, the 
quantitative results showed that perceived organisational justice and organisational 
commitment strongly associates with MPS officers’ neighbourhood policing alignment.  
The thesis now moves to the final chapter, in which the findings from each chapter are 
drawn together and the key implications for policy and research considered against the thesis’ 
research questions.  
  
158 
 
8. Discussion and Conclusion  
8.1  Introduction 
This thesis has empirically examined how officers’ in the MPS have interpreted and 
experienced policy directives to re-present the police as deliverers of a service to customers 
with an emphasis on the mechanism of neighbourhood policing.  The evolution of community 
policing in the UK – now most recognisable in the form of neighbourhood policing – has been 
shaped principally by government-led directives for the police to become more ‘customer-
focused’ and ‘business-like’ in their operations together with calls for more legitimate policing 
since the early 1980s (Bullock, 2014; Loader, 1999; Rogers, 2017; Westmarland, 2017).  
Indeed, policy-makers have identified neighbourhood policing as the primary lever to turn the 
dream of customer focus into a reality in the context of policing (Bullock, 2014; Cosgrove and 
Ramshaw, 2015; Rogers, 2017; Westmarland, 2017). Although the scope and structure of 
neighbourhood policing varies within and across forces (see Cosgrove and Ramshaw, 2015; 
Higgins, 2018), all emphasise the service dimension of the police role, underpinned by 
practices which aim to encourage accountability, consultation and participation. 
Neighbourhood policing is thus rooted in the ‘consensus’ policing style emphasised in the 
‘Peelian’ principles, namely for the police to control crime and maintain order with the support 
of, and in collaboration with, the public (see Independent Police Commission, 2013; Rogers, 
2017).  
Despite the widespread adoption and appeal of neighbourhood policing to police 
managers, policy-makers and the public, questions remain as to whether the objectives of 
neighbourhood policing have been, or indeed can be, realised. Previous sociological attention 
has exposed officers’ resistance to the values of service-model policing, said to be incongruent 
with the dominant masculine crime-fighting ethos that characterises police cultures (e.g. 
Herbert, 2006; Fielding, 1994 and 1995; Loftus, 2009; Myhill and Bradford, 2013; Reiner, 
2010; Waddington, 1999). Past studies have also illuminated organisational and contextual 
factors potentially hindering the practical application of neighbourhood policing, including 
antiquated police performance measures (e.g. Fielding and Innes, 2006; Gorby, 2013; 
Skogan, 2008), the regular abstraction of officers in neighbourhood roles and prioritisation of 
reactive demand pressures in the context of austerity (e.g. HASC, 2018; Higgins, 2018; 
O’Neill, 2014).  
This chapter discusses the thesis’ key findings against the overarching aim and 
research questions. The policy and research implications that result from these findings are 
considered throughout. 
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8.1.1 Research questions and key themes 
This thesis set out to examine how MPS officers have interpreted and experienced 
policy directives to re-present the police as deliverers of a service and the public as customers 
through the lens of neighbourhood policing. To achieve this aim and contribute to the existing 
literature, the following five interrelated research questions were established:  
1. With a focus on neighbourhood policing, how have police officers interpreted and 
understood policy directives to render the police as a service and the public as 
customers of that service?    
2. To what extent are the cultural attitudes of police officers consistent with the service 
principles of neighbourhood policing? 
 
3. To what degree do officers’ attitudes towards neighbourhood policing and serving the 
public as customers vary according to their demographic characteristics and their role 
circumstances (e.g. rank, area of work and length of service)? 
 
4. What role do organisational and wider contextual factors (e.g. austerity) play in shaping 
officers’ attitudes to neighbourhood policing, and more broadly their understanding of 
and commitment to their role in society?   
 
5. How might police leaders and policy officials encourage greater support from frontline 
police officers to the values and practices associated with neighbourhood policing? 
 
By mixing quantitative data from a large-scale survey of police officers with qualitative data 
collected through semi-structured interviews, the thesis has identified three key themes. First, 
it has presented evidence to suggest that for most MPS officers, neighbourhood policing does 
constitute ‘real’ policing. Those holding the most positive attitudes toward neighbourhood 
policing were those individuals with more positive assessments of organisational justice, 
attitudes to serving the public and openness to their involvement. A stronger law enforcement 
orientation had a negative direct effect on officers’ orientation toward neighbourhood policing. 
Officers’ accounts suggested that neighbourhood policing aligns strongly with the idealistic 
motivations they have for pursuing a career in the police, and that they consider this approach 
crucial in terms of the MPS’ efforts to build public support and ultimately control crime. 
However, cautioning against an erosion of the traditional cultural resistance to service-model 
policing, the findings do nevertheless reveal some resistance and indifference toward 
neighbourhood policing. The findings suggest that there are ‘pockets of resistance’ toward the 
language of customer service amongst lower ranking officers and suggest that some officers’ 
interpret the provision of a ‘service’ to ‘customers’ through the lens of law enforcement. 
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Further, that the neighbourhood function appears to maintain a low status relative to other 
specialisms.   
 
Second, and linked to this, variations were observed in officers’ attitudes to 
neighbourhood policing according to their rank, gender and role. The results from the structural 
equation models indicate that senior ranking officers, women officers and neighbourhood team 
members are more likely to describe neighbourhood policing as ‘real’ policing. The semi-
structured interviews also found that senior-ranking officers are more likely to embrace the 
rhetoric of customer-focus and the importance of quality of service performance indicators 
(e.g. public confidence).  These findings suggest that police officers do not have monolithic 
attitudes toward neighbourhood policing. And, that the previously reported scepticism to 
neighbourhood policing within policing cultures may have been overstated, given that the 
strength of this scepticism is not universal across the police organisation. 
 
Third, it is suggested that several organisational and contextual factors equate to 
something approaching an ‘institutional undermining’ of neighbourhood policing. These can 
be summarised as systems of performance measurement; specialisation opportunities; the 
composition of neighbourhood teams; gaps in training; role ambiguity; the de-prioritisation of 
the neighbourhood function and declining organisational justice perceptions in the context of 
austerity. Together, these factors undermine the status afforded to neighbourhood policing 
and the appeal of neighbourhood policing roles relative to other specialisms and priority areas 
that more readily align with the crime-fighting discourse of policing.  As well as the willingness 
of officers’ to go “above and beyond” to serve the public and help the organisation achieve its 
goals. These themes will be discussed in more depth later in the chapter.   
8.1.2 Limitations of the study and future research 
Before discussing the main findings and their implications in more detail, it is important 
to acknowledge that there are some limitations with the data drawn on for this thesis. This 
includes the fact that the thesis measures officers’ attitudes rather than behaviours; missing 
cases on some of the demographic variables and a time lag with the secondary data; and, the 
relatively small sample size for the semi-structured interviews.  
Like many other studies in this area of police research (see for example Myhill and 
Bradford, 2013), the study examines officers’ self-reported attitudes rather than their actions 
and behaviours. It is plausible that officers might describe neighbourhood policing as ‘real’ 
policing in their survey responses but fail to conform to the principles and virtues of this 
approach in practice, or vice-versa. The extent to which officers’ attitudes toward 
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neighbourhood policing and serving the public as customers translate into their actual 
behaviour (for example, during interactions with citizens and implementing community 
engagement initiatives) would provide a natural extension of this research. This may shine 
further light on the organisational and contextual factors that can hinder or enable the 
successful implementation of neighbourhood policing.  This could be achieved, for example, 
through the thematic analysis of body-worn video footage or the employment of more 
traditional observational methods.  
Chapter 4 outlined some key limitations with the secondary data. This included a high 
number of missing cases on some of the variables relating to officer’s demographic profile and 
work circumstances. This limited scope to explore officers’ attitudes toward neighbourhood 
policing and their wider role according to their ethnic background. The extent to which officers 
from an ethnic minority background perceive the organisation to be fair and inclusive, and how 
their experiences shape alignment with organisational goals, would be an interesting and 
indeed important area of future research. Another limitation with the secondary data was that 
the CAS sample did not completely represent the composition of the MPS workforce at the 
time. This can be attributed to the absence of a clearly defined sampling frame, increasing the 
likelihood that the views of certain groups of officers might be over or under-represented in 
the aggregated survey results (De Vaus, 2013; May, 2001). To mitigate this risk, and elevate 
the extent to which the findings can be generalised to the wider police workforce, a series of 
structural equation models were estimated to test differences in officers’ attitudes toward 
neighbourhood policing and the weighting of different factors on these attitudes according to 
their gender, rank and role in the MPS.  
 
A further limitation identified was the time lag, given the survey data was collected in 
2011. This can be attributed first to the fact that the survey has not been administered since 
2011 in the MPS, making this the most recent data available. Had the survey been re-
administered during the period, the findings could have been updated.  Considering the 
tumultuous change within the MPS since 2011 and indeed the wide-ranging reform across the 
policing landscape, it is of course possible that if the survey were repeated today the results 
would be different. However, the more recent qualitative interviews help to add depth to, and 
validate, the key quantitative themes. This includes the strong association between 
organisational justice and MPS officers’ commitment to their role, higher support for 
neighbourhood policing amongst senior officers relative to lower ranks and the potential of law 
enforcement alignment to moderate support for neighbourhood policing. This suggests the 
survey results themselves would remain relatively unchanged if the survey were repeated 
today. Others have noted that the core requirements of police work and officers’ cultural 
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outlooks are stubborn to change (see for example Bullock, 2014; Herbert, 2006; Loftus, 2009). 
Nonetheless, it would be interesting to test this were the CAS to be administered again in the 
MPS, or indeed in another police force.   
 
Drawing on the rich qualitative accounts of MPS officers allowed me to both offset 
some of the identified weaknesses with the secondary data (discussed above) and elevate 
contextual understanding. These are two of the major strengths of the mixed methods design 
employed (see also Bryman, 2006; Creswell and Plano Clark, 2007; Fielding, 2012). Although 
the reality of studying part-time around my working arrangements may have limited the 
number of interviews that could be completed, the repetition of themes and richness of 
participants’ responses suggested that data saturation was achieved.  Nonetheless, involving 
more participants from across the MPS might have further enhanced the depth and richness 
of the qualitative data. As with any interviewing employing a semi-structured design, the 
absence of close-ended questions made the repetition of interviews more difficult and 
generated a significant amount of detail. Referring to the quantitative themes and key research 
questions ensured that the interviews remained focused and that the most relevant data was 
analysed. My own experience working alongside police officers in the MPS and ability to speak 
their language helped ensure that participants’ responses were accurately understood and 
contextualised.  In that sense this research did not suffer from the ‘dialogue of the deaf’ which 
has been found to hinder the relationship between academic researchers and police officers 
(see Fenn et al., 2009), helping to elicit rich qualitative data to add meaning and understanding 
to the quantitative analysis.   
 
8.1.3 Contribution of this study  
 
This study has contributed toward filling some important gaps in the existing literature 
(see Chapter 3 for review). First, prior to this empirical study, we knew relatively little about 
the individual, organisational and contextual factors that shape police officers’ attitudes toward 
neighbourhood policing, nor how the interplay between these factors associates with officers’ 
support for the service model and wider role commitment in a much changed landscape. It 
follows that this study has made an original contribution to the empirical literature and in doing 
so, helped to build knowledge about how police managers might encourage support for 
neighbourhood policing and the customer-focused approach it emphasises. This study has 
shown that structural factors (e.g. systems of performance measurement; specialisation 
opportunities; the composition of neighbourhood teams; training provision; role ambiguity and 
organisational justice perceptions) are at least as important as cultural factors in shaping 
officers’ attitudes toward neighbourhood policing. Organisational factors also shape the 
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variations that exist in officers’ attitudes toward neighbourhood policing and commitment to 
their role. In other words, cultural change should not be seen as a ‘magic bullet’ to elevate the 
status and ensure the successful implementation of neighbourhood policing, this must be 
supported by changes to organisational practices and policies.  
 
Second, by examining the nuances of police officers’ job attitudes and the effect of 
demographic and role circumstances on their support for neighbourhood policing, this study 
has contributed to the relatively limited body of recent literature examining the differences and 
variations that are said to exist in officers cultural outlooks (see Cordner, 2017; Fielding, 1988, 
1994 and 1995; McCarthy, 2013; McLaughlin, 2007; Paoline, 2004; Reiner, 2010). It has 
identified that women officers and senior ranking officers generally hold more positive attitudes 
toward neighbourhood policing, attitudes toward serving the public and their involvement in 
policing, as well as more positive perceptions of internal fairness and organisational 
commitment. This points to the value of, and need for, further research to explore the factors 
that shape the differences in officers’ cultural attitudes, and the potential of changes to the 
composition and professionalisation of the policing workforce to interrupt existing 
characteristics (see Charman, 2017).  
 
Third, as Chapter 3 highlighted, much of the existing evidence on police officers’ 
cultural attitudes predates the significant developments that have taken place in the landscape 
of policing, including the widespread adoption of neighbourhood policing and re-presentation 
of the public as customers (Loftus, 2009). Research on the cultural attitudes of police has 
failed to adequately consider the impact of broader social and political change on policing 
(Cockcroft, 2013).  This study has helped to address these limitations with the existing 
literature. Accounting for the contextual factors that shape officers’ attitudes helps build 
towards a more rounded framework for understanding police culture. Particularly, this study 
has exposed that conditions of austerity and reform to police pay and conditions imposed 
primarily via the Winsor Review (Winsor 2011 and 2012) are strongly associated with how 
officers understand and experience their role today, with negative implications for 
organisational justice perceptions, organisational commitment and discretionary effort 
motivations (see also Hogget et al., 2014; Quinton et al., 2015; Wood and Williams, 2016).  
 
Fourth, and responding to calls from other scholars (Myhill and Bradford, 2013; 
Quinton et al., 2015), this study represents one of the first studies to empirically test theories 
of organisational justice and how they associate with commitment to service-model policing in 
the context of a large, predominantly urban jurisdiction. In so doing it adds some strength to 
the generalisability of previous studies which have also found that internal fairness perceptions 
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strongly associate with police officers’ service outlooks and role commitment (see for example 
Bradford et al., 2014; Bradford and Quinton, 2014; Myhill and Bradford, 2013; Quinton et al., 
2015). It has also shown that organisational justice perceptions have been weakened by 
austerity and reform. This has in turn weakened officers’ commitment to the organisation and 
likelihood of engaging in discretionary effort, with implications for the likely success of 
neighbourhood policing. As the quantitative analysis presented in Chapter 4 found, 
organisational justice and organisational commitment factors strongly associate with officers’ 
support for neighbourhood policing (see also Quinton et al., 2015). That MPS officers reported 
a reduced likelihood of engaging in discretionary effort also has wider consequences for the 
quality of service provision to customers.  This chapter now turns to discuss each of the thesis’ 
key findings in more detail. 
8.2 The nature of officers’ support for neighbourhood policing 
This section first discusses the key findings from the empirical chapters to argue that 
MPS officers’ attitudes toward neighbourhood policing and the customer-focused approach it 
emphasises are mostly positive, perhaps more so than previous literature has suggested. It 
then turns to the differences that emerged in officers’ attitudes toward neighbourhood policing 
according to their gender, role and rank in the organisation. The analysis provides evidence 
to suggest that despite having mostly positive attitudes and experiences of being a 
neighbourhood officer, support is not universal. The neighbourhood function seems to be 
afforded a low status relative to other ‘specialisms’ in the MPS (see also Fielding, 1995; 
Higgins, 2018; Loftus, 2009; Waddington, 1999), with implications for the experiences of 
neighbourhood police officers. The research, and potential policy implications of these results 
are considered throughout this section.  
8.2.1 Neighbourhood policing: a cornerstone of British policing 
The results presented in this study indicate that overall, MPS officers mostly consider 
neighbourhood policing to be ‘real’ policing. The quantitative analyses showed that more than 
two thirds (69%) of MPS officers hold positive attitudes toward this strategy in that regard. 
Perhaps more tellingly, just 12% of officers stated that neighbourhood policing did not align 
with what they considered to be ‘real’ policing. Thematic analysis of the qualitative interviews 
also indicates that MPS officers have interpreted and understood customer-focused policy 
directives via neighbourhood policing with broad enthusiasm. According to the officers 
interviewed, neighbourhood policing is a cornerstone of British policing; an essential strategy 
to control crime with the support of the public. Many reflected fondly on their time working in 
neighbourhood roles. Indeed, for some officers, neighbourhood policing was identified as the 
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standout area of policing during their career in which they felt able to realise the idealistic goals 
they had for pursuing a career as a police officer.  
This finding is perhaps more positive than expected, given that the beam of the 
sociological spotlight has tended to focus on officers’ resistance to service-model policing, and 
working in partnership with the public to reduce crime.  Past studies have also highlighted the 
low-status typically afforded to these ‘soft’ and ‘boring’ duties relative to ‘hard’ and ‘exciting’ 
crime-fighting endeavours (see for example Bullock, 2014; Herbert, 2006; Holdaway, 1983; 
Fielding, 1994 and 1995; Loftus, 2009; McCarthy, 2013; Reiner, 2010; Skogan, 2008; 
Waddington, 1999).  That MPS officers were mostly positive about neighbourhood policing 
suggests they may be less inward facing and more loosely bound to a crime control mindset 
than past commentary indicates. Indeed, there was little evidence of the scepticism, cynicism 
and suspicion toward serving the public, said to be inherent characteristics of police culture 
(see Cockcroft, 2013; Loftus, 2009; Reiner, 2010). Nor was there evidence of a deep rooted 
‘us versus them’ outlook. In fact, the officers seemed eager to acknowledge the important 
service-dimension of their role, the satisfaction they acquire from working with the public and 
the value they place on two-way engagement to achieve public support and reduce crime. 
More research is clearly needed to examine the relevance and usefulness of orthodox 
sociological accounts of police culture that describe the police as an inward facing group who 
are not receptive to service-model policing (see Charman, 2017; Loftus, 2009; Myhill and 
Bradford, 2013). 
8.2.2 Variation in attitudes and ‘pockets of resistance’ 
However, that 12% of MPS officers surveyed did not see neighbourhood policing as 
‘real’ policing and that 19% reported ‘neutral’ views highlighted that there remain ‘pockets of 
resistance’ toward this strategy. Put simply, support for neighbourhood policing is not 
universal. Statistically significant differences in recognition for neighbourhood policing as ‘real’ 
policing were evident based on officers’ gender, role and rank in the organisation, reflecting 
what McLaughlin (2007) describes as the ‘copper versus copper’ dynamics at play inside the 
modern police organisation. Namely, women officers, neighbourhood team officers and 
senior-ranking officers were more likely to describe neighbourhood policing as ‘real’ policing.    
The descriptive results suggest that women officers have more positive attitudes 
toward neighbourhood policing, attitudes toward serving the public and openness to their 
involvement in policing than men. Women also have more positive assessments of 
organisational justice and organisational commitment, factors which strongly associate with 
alignment to neighbourhood policing. Findings from the SEM indicated that the effects of the 
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latent factors were more marked for men, pointing again to more deeply held positive 
sentiments toward neighbourhood policing among women officers. These findings correspond 
with previous studies that have suggested that women officers tend to be more open-minded 
and optimistic toward the service and relational aspects of police work than their male 
counterparts (see Lord and Friday, 2008; McCarthy, 2013; O’Neill and McCarthy, 2012).  
The current study thus provides some evidence to suggest that the recruitment of more 
women officers might challenge the dominant characteristic of police cultures by producing 
greater support for progressive strategies such as neighbourhood and procedural justice 
policing (see also McCarthy, 2013). Rather than being viewed as conformity with the traditional 
‘gendering’ of police work, McCarthy (2013: 74) argues that the selling of ‘soft’ policing by 
women officers ‘serves as an interesting example of counter resistance which reconfigures 
existing components of police culture to produce support for a model of policing which 
attempts to be largely progressive in its aims and objectives’. The findings highlight the need 
for more applied research, potentially within a longitudinal framework, to understand how 
changes to the diversity, training and professionalisation of the workforce (see Fielding, 2018; 
Holdaway, 2017; Tong, 2017; Tong and Hallenberg, 2018) might shift traditional cultural 
leanings and help build support for the customer-focused objectives of neighbourhood policing 
(see also Charman, 2017). Reflecting on her portrayal of the ‘#newbreed’ of officers joining 
the service who are highly motivated by the virtues of communication and compassion, 
Charman (2017:339) concludes that ‘new characteristics do not replace the old, but, over time, 
may gradually diminish their prevalence’. 
Somewhat unsurprisingly, the SEM showed that officers deployed in neighbourhood 
roles are significantly more likely to express favourable views than those deployed to other 
areas of the organisation (e.g. in response or criminal investigation roles). This is consistent 
with past studies that argue officers working in specialist units are unlikely to be as open-
minded to the requirements of neighbourhood policing, such as working in partnership with 
other agencies and the public, given they are not directly involved in this way of working 
(O’Neill and McCarthy, 2012). Qualitative accounts also clearly revealed that the 
neighbourhood function is undervalued by some police officers’ relative to other functions. Part 
of this might relate to how officers understand the ‘customer service’ element of their role. 
Officers were clearly committed to the service goals of policing, both at time they joined and 
as they progressed through their careers. However, providing a service to customers was 
often linked to enforcement of the criminal law. Particularly, in terms of bring offenders to 
justice on behalf of victims and protecting the vulnerable. This suggests that service was 
interpreted in terms law enforcement rather than in terms of the processes and practices 
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associated with neighbourhood policing (e.g. community engagement and collaborative 
problem solving). This has implications for the individual officers posted into neighbourhood 
roles who are subject to being called ‘lazy’, with their work considered ‘boring’ and ‘slow-
paced’ by some because it does not conform to what other officers consider to be ‘proper’ 
police work more readily aligned with a traditional crime-fighting model (Bullock, 2014; 
Fielding, 1995; Loftus, 2009; Manning, 1977; McCarthy, 2013; Waddington, 1999). Indeed, 
linked to participants’ qualitative accounts, the SEM also showed that the stronger officers’ 
law enforcement orientation, the weaker their alignment to neighbourhood policing as ‘real’ 
policing. There is a clear need for police managers to define the role and purpose of 
neighbourhood policing (Higgins, 2018) and engage with those working in other areas of the 
organisation about the important role neighbourhood policing has to play in controlling crime 
in a changing landscape. As a first step, research could examine how the recently published 
College of Policing (2018) guidelines on neighbourhood policing impact on police officers 
understanding of, and support for, this strategy.   
Consistent with the existing literature (e.g. Cordner, 2017; Loftus, 2009; Lurigio and 
Skogan, 1994; Reiner, 2010; Westmarland, 2016), officers in more senior ranks (i.e. 
‘management cops’) reported more positive sentiments to neighbourhood policing than 
officers lower down in the rank structure (i.e. ‘street cops’). The latent constructs such as 
organisational justice perceptions, openness to citizen involvement and law enforcement 
orientation had a considerably more marked effect on constables and sergeants’ outlooks than 
those at the rank of inspector and above. This suggests a relatively unwavering level of 
support for neighbourhood policing among higher-ranking officers when compared to those in 
more junior ranks. Whereas rank-and-file officers tend to be more inward looking and prioritise 
the management of ‘self’ in their immediate working environment, senior ranking officers seem 
to be more outward looking, concerned with issues of accountability and externally held 
perceptions of the organisation (see Cockcroft, 2013; Cordner, 2017; Fielding, 1994; Paoline, 
2003; Reiner, 2010; Reuss-Ianni and Ianni, 1983; Westmarland, 2016). These quantitative 
findings were strongly reflected in officers’ interview accounts. Senior MPS officers were more 
comfortable with the language of customer service and receptive to customer-focused 
performance indicators than those in more junior ranks. In contrast, the findings reveal some 
scepticism among lower ranking officers towards the language of customer service and the 
proposed re-focusing of performance regimes on quality of service indicators (e.g. public 
confidence). However, these results can be understood as cynicism toward the language and 
‘packaging-up’ of customer-focused policing rather than resistance to the principles and spirit 
of this strategy per se. Other scholars have remarked on the potential of ‘management speak’ 
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to aggravate rank-and-file cynicism toward reform initiatives (see for example Hughes and 
Rowe, 2007; Loftus, 2009).   
Results relating to officers’ service-length were inconsistent and unclear, suggesting a 
need for more longitudinal research to understand how officers’ work-related attitudes and 
commitment to organisational goals change over time (see also Lord and Friday, 2008). 
Nevertheless, that the findings show clear differences in MPS officers’ attitudes toward 
neighbourhood policing by gender, role and rank is evidence that the cultural outlooks of police 
are not homogeneous, but rather characterised by complexities, fluidities and contradictions 
(Cockcroft, 2013; Fielding, 1988 and 1994; McCarthy, 2013; McLaughlin, 2007; Paoline, 2003 
and 2004; Reiner, 2010). Overall, the examination of police officers’ attitudes toward 
neighbourhood policing has provided a unique insight into the variations in police officers 
occupational outlooks, arguably too readily overlooked by past studies (Charman, 2017; 
Fielding, 1995; Paoline, 2004; McCarthy, 2013; McLaughlin, 2007).  
To encourage support for neighbourhood policing and other emerging innovations (e.g. 
evidence-based policing), police leaders should aim to harness these differences in 
perspectives and the wider diversity of thought that exists across the service. Evidence from 
the private sector shows that acquired diversity (perspectives gained through experience) is 
just as important as inherent diversity (gender, ethnicity, sexual orientation) to create the 
conditions for feedback, ideas and the successful implementation of new strategies (Hewlett 
et al., 2013).  To leverage support for neighbourhood policing and indeed for it to be 
implemented and work as intended, the MPS would be well served by attracting, recruiting 
and retaining more officers with a high-regard for citizens and their involvement in policing 
(see also Dicker, 1998; Fenn and Marks, 2018). MPS officers support for neighbourhood 
policing is strongly associated with positive attitudes toward serving the public and openness 
to their involvement. Police managers responsible for implementing neighbourhood policing 
might also usefully draw on the ‘promoters’ (e.g. women, senior ranks and neighbourhood 
team officers) to shift the perspectives of potential ‘detractors’. As Paoline (2004) suggests 
‘…administrators could work with the resistors and possibly use the more pro-community-
policing groups to help win the hearts and minds of others’. Linked to this, the thesis provides 
some evidence that promoting diversity in the composition of the police workforce might help 
forces build support for service directives. We might reasonably expect increased support for 
neighbourhood policing and opportunities for cultural change if police forces recruit more 
women officers (Fielding, 2018; McCarthy, 2013; Paoline, 2004). The potential for the 
differences inherent in police culture and the changing composition of the police workforce to 
build support for neighbourhood policing and momentum for new ways of working (see also 
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Charman, 2017; Chan, 1997; McCarthy, 2013; Paoline, 2004), should be explored in future 
studies. These studies could employ a longitudinal design to examine changes in officers’ 
occupational perspectives over time.  
8.3 An institutional undermining of neighbourhood policing 
The thesis has established that MPS officers’ attitudes toward neighbourhood policing 
do not emerge or exist in a vacuum. They are shaped by an assortment of individual, cultural, 
organisational and wider contextual factors that cannot be easily separated from one another 
(see also Charman, 2017; Cockcroft, 2013; Higgins, 2018; Loftus, 2009; Reiner, 2010). Police 
officers’ sub-cultural attitudes are routinely (perhaps often too readily) ‘blamed’ for the failure 
of service-based reform efforts (see for example Charman, 2017; Lurigio and Skogan, 1994; 
Myhill and Bradford, 2013; Skogan, 2008; Waddington, 1999). Indeed, as Charman (2017:2) 
explains: ‘As more and more pressure is felt by an organisation, it is often far simpler to 
suggest cultural changes than structural changes’. However, perhaps the most pervasive 
theme to emerge from this study is that officers’ support for neighbourhood policing and wider 
commitment to their role is as much a consequence of organisational and contextual factors.  
It has been argued that several organisational and contextual factors equate to 
something approaching an institutional undermining of neighbourhood policing. These can be 
summarised as performance indicators that are not sensitive to the realities of neighbourhood 
policing; specialization opportunities and the prioritization of specialist functions; gaps in 
officers’ training and development; role ambiguity; the contraction of neighbourhood policing 
in an age of austerity as well as a reported decline in organisational justice and organisational 
commitment perceptions in this context. This institutional undermining aggravates the low 
professional status associated with neighbourhood policing compared to other roles, with 
wider implications for officers’ role commitment and discretionary effort.  In sum, whilst 
neighbourhood policing is liked and considered important at an individual level, the findings 
suggest that neighbourhood policing is not prioritised by the MPS relative to other functions 
and that it continues to play second fiddle to “the 999 Gucci stuff” (Inspector Duckworth), and 
this is reinforced by a series of structural or organisational factors.  
8.3.1 Performance indicators  
The analysis revealed that the MPS performance framework is more attuned to 
reactive ‘blue light policing’ that emphasises reactive crime-fighting and remains insensitive to 
the broader features of neighbourhood policing that emphasise engagement and collaborative 
problem-solving with communities (also see Cosgrove and Ramshaw, 2015; Fielding, 1994; 
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Fielding and Innes, 2006; Higgins, 2018; Holdaway, 1983; O’Neill, 2014; Moore and Braga, 
2003; Myhill and Bradford, 2013; Myhill, 2006). This finding is consistent with much previous 
research (see also Fielding and Innes, 2006; Gorby, 2013; Skogan, 2008; Moore and Braga, 
2003; Weisburd et al., 2006). The current performance framework in the MPS signals to 
officers that the organisation is more concerned with measuring outputs associated with crime-
fighting than with the processes by which ‘good neighbourhood policing’ is achieved (see 
Cockcroft, 2013; Gorby, 2013; Holdaway, 1983; Manning, 1977; Moore and Braga, 2003; 
Reiner, 2010; Skogan, 2008; Weisburd et al., 2006; Willis and Mastrofski, 2016; Wood and 
Williams, 2016). In fact, it is noteworthy that at the time of writing the MPS’ monthly 
performance review meeting, in which operational leads are held to account for their 
performance by the Assistant Commissioner, continues to be called ‘Crime-fighters’.  
Participants accounts suggested that, bound by quantifiable targets associated with 
crime fighting (e.g. recorded crime statistics, arrests, detections), neighbourhood officers’ 
have difficulty evidencing their effectiveness at an individual level, particularly in relation to the 
performance of ‘non-crime’ related tasks such as community engagement that account for the 
majority of their time on duty (Cosgrove and Ramshaw, 2015; Fielding and Innes, 2006). This 
can manifest in weakened job satisfaction for those in neighbourhood roles. Another 
consequence is that the traditional cultural stubbornness against the involvement of citizens 
in defining police priorities or evaluating their performance is likely to be reinforced (Skogan, 
2008). This has the potential to undermine the status of neighbourhood policing.  As the SEM 
revealed, officers’ openness to citizen involvement in performance appraisal is strongly 
associated with support for neighbourhood policing. The findings imply that a more holistic 
approach to police performance, with a focus on qualitative output measures (e.g. service 
quality, procedural justice), rather than narrowly framed outcomes (i.e. crime and arrest 
figures), provides a potential means by which police leaders can encourage greater support 
from these officers to the values and practices associated with neighbourhood policing (see 
Fielding, 1988; Fielding and Innes, 2006; Gorby, 2013; Holdaway, 1983; Manning, 1977; 
Moore and Braga, 2003; Reiner, 2010). The integration of more qualitative evidence would 
also help neighbourhood officers evaluate and document their performance (Fielding and 
Innes, 2006), whilst encouraging greater reflexivity in operational practice (Wood and 
Williams, 2016). Further research could test the use of body-worn video footage, reflection 
journals and qualitative community feedback in performance appraisals and promotion 
boards, and the potential of these to incentivise officers to more readily embrace the customer-
focused ethos that neighbourhood policing emphasises.  
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The development of a more holistic performance framework with the use of qualitative 
evidence may also help the MPS better understand the extent to which ‘customer satisfaction’ 
has or has not been achieved (see also Moore and Braga, 2003:2). In New Zealand in recent 
years, a new performance management framework for policing has been established that fully 
integrates crime prevention principles and aligns neighbourhood issues and priorities with 
outcomes. This has formed a core component of the country’s highly revered ‘Prevention First’ 
strategy, a strategy that has contributed to a 20% reduction in crime in New Zealand since 
2014 and led to increased public satisfaction with police service provision by placing 
‘prevention and people at the very centre’ (New Zealand Police, 2012:3).  The management 
team in the MPS might be well served drawing on the best practice from this sort of operating 
model to encourage greater support from frontline officers to the values and practices 
associated with service-model policing, whilst simultaneously curtailing the perceived retreat 
to a reactive crime-fighting approach. As Chappell (2009:10) notes: ‘Because they send a 
message about what is valued in an organisation, appropriate performance evaluation criteria 
are essential if we expect officers to change their behaviour’. 
8.3.2 The prioritisation of specialist functions  
A major finding of this study was that neighbourhood policing was not dismissed, but 
it was undervalued compared to other functions in the organisation. The MPS, and other 
modern police forces, are characterised by a growing number of specialist units such as 
firearms policing, diplomatic protection, air support, counter-terrorism and marine policing. The 
findings presented in this study suggest that these specialisms are afforded a higher-status 
by officers in the MPS, and prioritised by the organisation, ahead of the neighbourhood 
function. This has several consequences for the status and continuity of neighbourhood 
policing.  
Providing evidence to suggest that the MPS prioritises the delivery of specialist 
functions over neighbourhood policing, officers’ accounts drew attention to a tendency for 
managers in the MPS to send those who are performing poorly in specialist roles ‘back’ to 
neighbourhood duties. That specialist units are comprised of only the highest-performing 
officers, and in contrast, those who under-performing are (put bluntly) ‘dumped’ back into 
neighbourhood roles, raises question about the importance the MPS place on the effective 
delivery of neighbourhood policing. Connected to this, the analysis highlighted the tendency 
of neighbourhood teams in the MPS to be comprised predominantly of ‘student’ officers with 
limited service length and experience (see also MPS, 2015). These student officers are posted 
alongside and mentored by more experienced officers nearing the end of their service who 
are perceived to be lacking motivation. Based on participants’ accounts, this composition and 
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tendency to send under-performing officers back to neighbourhoods both undermines the 
status of neighbourhood policing and limits professional development opportunities for those 
joining neighbourhood teams (see Hamilton-Smith et al., 2014; Higgins, 2018; HMIC, 2014). 
Consequently, neighbourhood officers are inclined to move quickly into specialist, non-uniform 
opportunities and use neighbourhood policing merely as a springboard or ‘box ticking’ exercise 
to secure these postings (Fielding, 1995; Higgins, 2018).  
In the context of a national detective shortage (see Buchan, 2018), rising investment 
in counter-terrorism policing, diplomatic protection, cyber enabled criminality and associated 
technologies, it is likely that officers in neighbourhood roles will pursue specialist non-uniform 
opportunities even earlier in their career. Neighbourhood policing will remain no more than a 
‘career stepping stone’ (Higgins, 2018: 4) for many officers, which other scholars have noted 
can undermine continuity (Fielding, 1995); ‘a precious and all too rare commodity in 
neighbourhood policing’ (Higgins, 2018: 66). In this era of increased specialisation of police 
forces and the fragmentation of neighbourhood policing, we might then expect any shifts in 
the cultural outlook or ‘habitus’ of police (see Chan, 2003) to one more attuned to customer 
focus, to be slow. Police leaders should therefore harness the underlying appetite of officers 
for service-model policing and utilise this to make strides toward an integrated model of 
policing which sets a clear role for neighbourhood teams in supporting specialist units tackling 
complex crimes like cybercrime, terrorism, modern slavery and reversing recent trends in 
serious violence (see also HASC, 2018; Innes, 2013).  
8.3.3 Training and professional development 
Officers’ accounts suggested that the MPS has been slow out of the blocks in aligning 
the training and continuous professional development of officers to the requirements of 
neighbourhood policing. The accounts show that relatively little exists in the way of formal 
training on the quality of interactions and service to customers that the success neighbourhood 
policing surely depends (see for example Higgins, 2018; Myhill and Bradford, 2013; Rogers, 
2017). Indeed, when asked about the key skills required for modern policing, officers’ 
responses overwhelmingly centred on the virtues of communication, engagement, as well as 
the strong sense of public service required (see also Charman, 2017; Fielding, 1988 and 
2018). Officers also noted how in the context of austerity, they are more reliant on the support 
and compliance of the public, and in turn their ability to build effective community relationships, 
than ever before. Given how firmly embedded these ‘soft’ skills (McCarthy, 2013) are to 
neighbourhood policing, and indeed given that procedurally just communications are a 
foundational necessity in terms of helping the police build secure legitimacy (Jackson et al., 
2013), the lack of organisational value afforded to them within formal training is surprising. 
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The current training model affords more value to operational and legislative knowledge than 
the development of communication and interpersonal skills that officers’ themselves consider 
to be so integral to effectively fulfil their service duties. Linked to this, there was evidence that 
the professional development opportunities for those in neighbourhood roles are limited 
compared to those working in specialist areas in the MPS (e.g. public order). This does little 
to elevate the professional status of the neighbourhood model or attractiveness of the function 
as a longer-term career path (see also Higgins, 2018).  
The need for the MPS to invest in the development of the existing workforce and attract 
and recruit officers with strong communication and interpersonal skills is then clear (see also 
Adams et al., 2002; Fielding, 2018). This is particularly true for neighbourhood teams aiming 
to achieve their core objectives of facilitating effective community engagement and 
involvement of the public in local problem-solving and wider crime control (Bullock, 2014; 
College of Policing, 2018; Quinton and Morris, 2008). Higgins (2018) also stresses the need 
for police and policy officials to improve the status of neighbourhood policing by investing in 
the professionalisation of this function. This includes developing a body of professional 
knowledge for neighbourhood officers and promoting professional training and development. 
The College of Policing‘s Neighbourhood Policing Guidelines (College of Policing, 2018) 
similarly draw attention to the need for improvements in the professional development of 
neighbourhood officers in five key areas, namely: community engagement; partnership 
working; prevention; problem-solving and procedural justice.  In the present context of police 
professionalisation see Fielding, 2018; Holdaway, 2017; Tong and Hallenberg, 2017), more 
evaluation research is needed to understand what effective police training looks like (see also 
Fiedling, 2018) and its potential to impact on the attitudes and routine practices central to the 
delivery of neighbourhood policing. In particular, how graduates are trained, learn about, and 
interpret service-model policing, and how their job attitudes and experiences differ from non-
graduate recruits requires more examination in further research.  Such research is particularly 
important considering the new Degree Holder Entry Programme (DHEP) to be introduced from 
2020 and the potential impact of this (positive or negative) on citizens’ experience of policing 
(Hough and Stanko, 2018).   
Re-presenting officers’ communication and emotional intelligence skills as ‘core’ 
policing skills, essential to the provision of professional policing, might also help shake off the 
‘soft’ and ‘fluffy’ labels associated with neighbourhood policing (see for example Bullock, 2014; 
Davies and Thomas, 2008; McCarthy, 2013; Waddington, 1999) and in turn help attract the 
best individuals to neighbourhood postings (Fenn and Marks, 2018). Police Now, for example, 
have reported some early success in attracting and retaining talented graduate officers in 
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neighbourhood roles by focussing on the professional development of officers’ 
communication, emotional-intelligence and problem-solving skills (Fenn and Marks, 2018; 
Yesberg and Dawson, 2017).  
8.3.4 An ambiguous mission 
This thesis has shown that the absence of mission clarity for police officers’ may be 
detrimental in terms of fostering commitment to the neighbourhood policing philosophy. The 
elevated sense of role ambiguity experienced by neighbourhood practitioners is neither a new 
or surprising phenomenon; scholars have long noted the lack of clarity about their role and the 
definitional uncertainty associated with neighbourhood policing (see for example Cosgrove 
and Ramshaw, 2015; Fielding, 1995 and 2009; Higgins, 2018; O’Neill, 2014; Tilley, 2008). 
Similarly, despite limited research applying role theory to the job attitudes of police officers, 
the sociological literature on policing has identified role ambiguity (along with danger, authority 
and hierarchy) as one of the common characteristics of the police working environment, noting 
that this can elevate stress in the workplace (see Willis and Mastrofski, 2016). This thesis has 
identified the urgent need to establish mission clarity for officers, particularly those deployed 
in neighbourhood roles.  
The qualitative accounts suggested that when MPS officers experience competing 
demands and expectations (role conflict) and feel their job is vague or ill defined (role 
ambiguity) (Rizzo et al., 1970), they can become frustrated with their role and begin to question 
their sense of worth. According to officers, the mission of policing is widening and becoming 
increasingly ambiguous (see also HASC, 2018; HMIC, 2012; Greenhalgh and Gibbs, 2014; 
Ransley and Mazerolle, 2009). Based on the results in this study, those deployed in 
neighbourhood roles feel the absence of mission clarity for contemporary policing sharply. 
Higgins (2018: 67) also notes that neighbourhood policing, as well as the prioritisation of tasks 
within it, are increasingly ‘prone to conceptual drift and ambiguity’. Interview accounts suggest 
that the enduring lack of understanding about the role and purpose of neighbourhood policing 
is a key causal factor of the low status that neighbourhood officers may suffer from. 
That role ambiguity and role conflict may be undermining officers’ job satisfaction, 
willingness to engage in extra-role behaviour and wider sense of commitment to their role, is 
an important finding for policy and police officials to consider. Although more research is 
needed to apply theories of role ambiguity and role conflict to the context of policing, the 
evidence from this thesis suggests it is intimately linked to the successful implementation; 
effectiveness and efficiency of neighbourhood policing, as well as officers’ well-being and role 
commitment (Bullock and Garland, 2017; HASC, 2018; Hogget et al. 2014; Metcalfe and Dick, 
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2001; PFEW, 2018; Schmidt et al., 2014). Indeed, organisational psychologists have 
documented the positive relationship between having clearly defined role expectations and 
employee well-being and productivity (see Schmidt et al., 2014). It has also been well-
documented in the organisational literature that committed individuals are more likely to 
develop a bond with their organisation and invest in efforts to improve both individual and 
organisational performance (Metcalfe and Dick, 2001).  
The changing contours of crime and the wider societal change shaping policing, 
potentially present an ideal window of opportunity for police managers to re-package 
neighbourhood policing. Community-oriented approaches like neighbourhood policing have 
an important role to play in countering terrorism by generating intelligence (HASC, 2018; 
Innes, 2006; Thomas, 2016). As Innes (2013) suggests, engaging neighbourhood teams in 
the fight against more serious, organised and specialised crime is a key lever to enable 
‘neighbourhood policing 2.0’. The public now expect more crime prevention advice and 
education on issues relating to their online safety, and neighbourhood officers are ideally 
positioned to provide this, as they are to respond to the recent wave in serious youth violence 
(HASC, 2018). Reaffirming the role of neighbourhood policing in this way might help boost its 
traditionally low status. The risk otherwise is that cultural leanings toward law enforcement will 
prevail, a leaning that this thesis has shown can have a direct negative effect on officers’ buy-
in to neighbourhood policing and the customer-focused ethos it embodies. 
To produce support for, and provide clarity on, the purpose of neighbourhood policing, 
the findings suggest that police managers would be well served avoiding the use of 
unnecessary jargon in relation to discussions of customer focus.  This clearly has the potential 
to aggravate the cynicism some officers hold toward management strategies designed simply 
to appease political agendas (see also Hughes, and Rowe, 2007). Police leaders need to help 
rank-and-file officers understand why building and measuring customer confidence, a core 
component of the service agenda, is important and how it can be practically affected through 
everyday police work (see also Stanko and Bradford, 2009; Stanko et al., 2012). There was 
also some evidence in officers’ accounts that they are easily irritated by academically driven 
debates about policing as either a ‘force’ or a ‘service’ (see Reiner, 2010). Participants 
suggested that effective modern policing is a combination of both law enforcement and service 
provision, and that their upmost concern throughout their careers is to achieve the idealistic 
goals they cite for joining the service. In that sense neighbourhood policing provides a useful 
framework to re-assess and re-balance the multi-dimensional nature of police work in the 
current era (Cosgrove and Ramshaw, 2015).  
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8.3.5 Cuts have consequences 
This thesis has shown that, against the backdrop of economic austerity, MPS officers 
are experiencing an erosion of neighbourhood policing. The time and resource MPS officers 
are now being afforded to provide visible and meaningful engagement to Londoners’ is 
seemingly being diminished. This is consistent with the wider narrative on neighbourhood 
policing (HASC, 2018; Higgins and Hales, 2017; Independent Police Commission, 2013). 
Effective neighbourhood policing relies on officers pro-actively engaging with communities and 
collaborating with them for local problem-solving and crime prevention activities (Bullock, 
2014; College of Policing, 2018; Myhill, 2006; Higgins, 2018; Tilley, 2008). However, on the 
back of sustained cuts to police budgets and resources, most officers reported that they no 
longer have the resources or capacity to perform pro-active and engagement focused activities 
that the success of neighbourhood policing depends.  
 Participants’ accounts also drew attention to the increased abstraction of 
neighbourhood officers to other teams (e.g. response) in the wake of cuts to police budgets, 
resulting in a more ‘reactive’ approach across the organisation. The findings therefore raise 
important questions about the commitment of the MPS to neighbourhood policing, indicating 
that the organisation places greater value on response, investigative and other ‘specialist’ 
functions. Resonating with these findings, a recent analysis conducted by the MPS found that 
additional functions and demands on neighbourhood officers are placing considerable 
pressure on neighbourhood policing resources, impacting on the ability of neighbourhood 
officers to be visible and engage with communities (MPS, 2015). As, Higgins and Hales 
(2017:3) warn, ‘Neighbourhood policing is increasingly made up of ‘what is left, rather than 
what is needed’, creating a risk that the police capacity to prevent crime will be undermined’. 
Crucially, this thesis has also shown that austerity has the potential to undermine the 
enthusiasm and positive sentiments that most officers hold toward this strategy, and as will 
now be discussed, their organisational justice perceptions and role commitment.   
8.3.6 Organisational justice and role commitment  
The concept of organisational justice and its impact on officers’ attitudes toward 
neighbourhood policing has been an important theme in this thesis. The findings show that 
MPS officers’ organisational justice perceptions are strongly associated with their attitudes 
toward neighbourhood policing. This is consistent with previous studies that have applied 
theories of organisational justice to the context of policing (Bradford et al., 2014; Myhill and 
Bradford, 2013; Quinton et al., 2015), illuminating the importance of police organisations 
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embracing policies and practices that are procedurally fair in order to secure officers’ 
commitment to service-model policing.  
However, the findings in this study also show that MPS’ officers organisational justice 
perceptions are being aggravated by contextual factors associated with reform to police pay 
and conditions and government austerity. This is serving to weaken officers’ commitment to 
their role, morale and willingness to engage in extra-role activity (see also Hogget et al., 2014; 
HMIC, 2017; Quinton et al., 2015; Wood and Williams, 2016). MPS officers’ accounts exposed 
not only severe decay in ‘discretionary effort’ (i.e. employee willingness to go above and 
beyond to support their organisation and its goals) (Colquitt, 2008; Greenberg, 2011), but also 
a decline in their willingness to engage in what might be considered as ‘core’ policing duties. 
Officers’ accounts suggest that the police service can no longer simply rely on the ‘goodwill’ 
of officers to make ‘the job’ work. Some MPS officers suggested they turn a blind eye and 
actively avoid arresting suspected criminals toward the end of their shifts, aware that they 
won’t be getting paid for the time it would take to book prisoners in. That perceived unfairness 
translates into officers potentially expending minimal effort to fulfil their core duties (i.e. 
maintaining public safety and preventing harm), illustrates that the absence of organisational 
justice has significant implications for officers’ role commitment as well as the potential 
effectiveness of neighbourhood policing and policing more generally.  
This thesis presents strong evidence to suggest that wider economic and political 
pressures, most pervasively the conditions of public sector austerity, are intricately tied to 
officers’ perceived organisational fairness. This strengthens the findings of past studies. 
Quinton et al. (2015) warn that recent budgetary cuts might be perceived as unfair by the 
police workforce and can therefore be expected to have a detrimental impact on officers’ 
wellbeing, morale and motivation (see also Bullock and Garland, 2017). Research by Wood 
and Williams (2016:223) also reported ‘a perception amongst officers that they are under 
attack, which in turn triggers a defence mechanism that is expressed as resistance to change’. 
This presents a challenge for police forces, as it suggests that rebuilding officers’ 
organisational justice perceptions is as much a job for policy officials as it is for organisational 
managers (see also Quinton et al., 2015).  
To elevate officers’ alignment to neighbourhood policing as well as their wider 
motivation and commitment to their role, the findings imply that organisational justice should 
be the key focus for police managers. As Bradford et al. (2013:126) conclude, ‘organisational 
justice may be a fruitful avenue of exploration for police managers seeking to encourage in 
staff the extra commitment, initiative and citizen-focused approach that is crucial to the 
implementation of service-based policing models’. Consistent with the key dimensions of 
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organisational justice – distributive, procedural and interactional justice (Colquitt, 2008; 
Greenberg, 2011) - police forces and policy officers must work together in this period of 
uncertainty to improve the outcomes officers receive (i.e. pay, pensions, professional 
development). And crucially, to ensure that officers feel engaged in the process of reform, that 
they receive information on decisions that are made and that their feedback is heard (Hogget 
et al., 2014; Myhill and Bradford, 2013; Quinton et al., 2015).  Investing more in the training, 
development and wellbeing support will also signal to police officers that the organisation 
cares about them and likely strengthen organisational justice perceptions and role 
committment, factors which this thesis has shown are strongly assoicated with support for 
neighbourhood policing.  
This empirical study has shown that the underlying enthusiasm and positive 
sentiments that many officers hold toward neighbourhood policing and customer focus is being 
undermined by several organisational and contextual factors at play, namely inadequate 
performance measures; the prioritization of specialist functions; insufficient training and 
professional development for officers; the absence of a clear mission for neighbourhood 
policing and declining organisational justice perceptions in the context of austerity. To increase 
positive attitudes toward neighbourhood policing and the likelihood of its customer-focused 
goals being achieved, police management clearly have an important role to play in embedding 
policies and practices that demonstrate to frontline officers that neighbourhood policing 
remains an organisational priority. 
Government austerity and reform has further contributed to a weakening of the 
structures of neighbourhood policing in the MPS and a decline in officers’ organisational justice 
perceptions. Organisational justice will be key to maintaining and building officers’ support for 
innovations like neighbourhood policing, their commitment to their role and ultimately the 
likelihood of them delivering the quality of service that communities, the police’s primary 
customers, expect to receive. Chief Superintendent Gavin Thomas, president of the Police 
Superintendent’s Association, warned recently that funding and resource pressures have left 
many areas of the police service ‘on the verge of crisis’, noting that forces are ‘utterly reliant’ 
on fewer staff working longer (BBC, 2018). Faced with an ambiguous mission, budget 
reductions and a lack of investment in their professional development under conditions of 
austerity, MPS officers’ perceptions of fairness, morale and discretionary effort were low. The 
findings indicate that this ultimately will have consequences for the success of neighbourhood 
policing and the quality of service that the police customers receive. As a recent Home Affairs 
Select Committee (HASC, 2018:11) report warned: ‘Policing is a service that depends on the 
people who work within it, and if they are not supported then the service will badly decline’.  
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8.4 The final word: understanding officers’ attitudes in a changing landscape 
That officers in the MPS have interpreted and understood the customer-focus agenda 
via neighbourhood policing with general enthusiasm provides some evidence, albeit limited, 
that new cultural perspectives might be emerging (see also Charman, 2017; Loftus, 2009; 
Paoline, 2004). The results did, however, indicate some scepticism and suggest that some 
officers interpret policy directives to render the police as a service and the public as customers 
of that service through law enforcement rather than through the collaborative mechanisms of  
neighbourhood policing. Furthermore, senior ranking and women officers generally have more 
positive attitudes toward neighbourhood policing, serving the public and openness to their 
involvement in policing. The thesis does not then seek to make strong claims about the erosion 
of police officers’ traditional scepticism toward service-oriented policing strategies. Instead, it 
poses that this may at times be overstated and indeed that resistance is not universal across 
the police organisation. What has also become clear is that the status of neighbourhood 
policing and officers wider understanding of, and commitment to, their role in wider society, is 
intricately linked to the organisational structures and the contextual conditions within which 
policing is situated. This is why further research into the cultural attitudes of the police is so 
important. Not only to contribute to the relatively limited evidence-base on policing cultures in 
a fast-changing landscape, but also to understand how officers’ attitudes are playing out in the 
provision of an effective police service and the relationship that the success of policing 
ultimately depends, that between the copper and the customer.       
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Appendix B. Summary of semi-structured interview guide  
Overarching questions Probes 
1. Please can you tell me about your 
experiences in the police service to 
date and your motivations for joining 
the police in the first instance?  
o Role(s) and areas of responsibility 
o Neighbourhood policing experience 
o Sources of job satisfaction 
o Expectations vs. reality  
o Achievements to date  
o Work-life balance 
o Training and development 
2. What do you consider to be the ‘core 
mission’ of the police in contemporary 
society? 
o Changes over time/course of career 
o Public expectations vs. reality 
o Demand and responsibilities 
o Key skills required to perform role 
o Mission clarity 
3. To what extent do you think 
neighbourhood policing represents 
‘real’ policing?  
o Aim and purpose 
o Barriers to/enablers of success 
o Cultural status/recognition  
o Composition of teams   
o Specialisation 
o Training and development 
o Reward and recognition systems  
4. What do you think about the language 
of customer focus and to what extent 
does this guide your work?  
o Defining ‘customers’  
o Measuring customer satisfaction  
o Delivering a service to customers 
5. How has the austerity and reform 
agenda effected how you and your 
colleagues carry out and experience 
your work? 
o Internal fairness perceptions 
o Neighbourhood policing delivery 
o Morale and goodwill 
o Well-being  
o Quality of service to customers 
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Appendix C. Interviewee consent form 
 
Consent for participation in research interview  
with Liam Fenn (PhD candidate, University of Surrey) 
1. The participant has received information from the interviewer concerning the purpose of the research 
and understands why they have been asked to participate in a research interview.  
2. The participant agrees to take part in the research being conducted, understands that their 
participation is voluntary, and that they are free to withdraw from the research at any point without giving 
a reason. If the participant withdraws from the research their data will be destroyed.  
3. The participant understands that they will be interviewed by the researcher, who may record the 
interview on an audio device and/or take written notes. The participant can be provided with a copy of 
the interview transcript/notes upon request.  
4. The participant will be asked questions that have been formulated by the researcher prior to the 
interview but understands that they are not obliged to answer any questions should they wish not to.  
5. The information obtained from the participant during the research interview will be analysed and used 
to inform the research project and any associated reports/outputs. This may include verbal quotes that 
the participant gives during the interview. All information, including quotations obtained from the 
participant during the interview, will be used anonymously. The participant will not be named in any 
research reports/associated outputs.  
6. All information provided by the participant during the research interview will remain confidential and 
anonymised so the participant cannot be identified. All information will be stored securely on a 
password-protected computer. This is in accordance with the Data Protection Act 1998.  
7. The researcher has discussed the above points with the participant and has provided them with a 
copy of this consent form for their records.  
 
Participant signature:                   
Date: 
 
Interviewer signature: 
Date: 
 
 
Thank you in advance for your time and assistance with this research.  
If you would like to discuss any aspect of this research further, please email: l.j.fenn@surrey.ac.uk   
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Appendix D. Select presentations and publications during study period 
Select presentations 
‘The Copper and The Customer: an examination of police officers’ attitudes toward the service 
ethos that has been shaping contemporary policing agendas in England and Wales’. American 
Society of Criminology, Annual Conference 2014. San Francisco.   
‘Understanding the effect of the Paris terror attacks on Londoners’ sense of safety and social 
cohesion’. American Society of Criminology, Annual Conference 2016. New Orleans.  
‘Mind the Gap: the challenges (and opportunities) facing UK policing’. Queensland Police 
Service and Griffith Criminology Institute, 2017. Brisbane. [see published review of my 
presentation on the following page]. 
‘Understanding the effect of terror incidents on Londoners’ sense of safety and social 
cohesion’. European Society of Criminology, Annual Conference 2018. Sarajevo.  
‘The Copper and The Customer: an examination of police officers’ attitudes toward 
neighbourhood policing’. Sociology Research Afternoon 2018, University of Surrey.    
Select publications 
Fenn, L., Marks, J., Christoforides, K. and Coupar, F. (2019). ‘Applying research beyond the 
ivory tower: reflections from Police Now’. Policing: doi.org/10.1093/police/pay104 
 
Brown, J. McDowell, A. Gamblin, D and Fenn, L. (2019). ‘Assessing the transmission and 
translation of learning about evidence-based policing by graduate trainee police officers’. 
Policing. Policing [Advanced online publication].  
 
Yesberg, J. Fenn, L. and Dawson, P. (2016). A longitudinal evaluation of the job attitudes and 
experiences of the first cohort of Police Now participants. London. Mayor’s Office for Policing 
and Crime.   
 
Fenn, L. (2015). A longitudinal evaluation of the first cohort of Police Now participants: an 
introduction. London: Mayor’s Office for Policing and Crime.   
 
Fenn, L. (2015). Book Review: Inside Immigration Detention, by Mary Bosworth. Sociology, 
50(3).  
 
Fenn, L. (2013). Time to Talk: examining why witnesses and victims of non-fatal shootings to 
(dis)-engage with police. Internal MPS report.  
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Appendix E. Cultural Analysis Survey questions.  
1. It is clear to me what our organisational goals are 
2. Some victims of crime are more deserving of a good service than others 
3. Public confidence should be the most important measure of success for the police 
4. Managers don't listen to the views of their staff in this organisation 
5. My training encourages me to use my professional judgement 
6. It's a waste of time trying to help some people 
7. There are good lines of communication between different parts of this organisation 
8. Neighbourhood policing is not 'real' policing 
9. If I make a mistake in good faith my manager will back me up 
10. The way this force is organised makes it difficult for us to provide a good service to the 
public 
11. Senior managers are open to differing views 
12. Public feedback should be part of somebody's performance appraisal if they deal with the 
public 
13. We should have a 'zero tolerance' approach to minor offences 
14. I have an understanding of how different parts of this organisation contribute to our 
organisational goals 
15. Senior managers are out of touch with what's happening on the front line 
16. My training has given me confidence to deal with members of the public 
17. The feedback I get from the public is as important to me as feedback from my manager 
18. We should vary our policing style depending on what type of community we are dealing 
with 
19. I have no sense of loyalty to this organisation 
20. PCSOs have a very important role to play in policing 
21. Managers give mixed messages about what our values are 
22. There are certain communities that do little to deserve the respect of the police 
23. My training has prepared me for providing the type of service that the public wants 
24. X police is a good organisation to work for 
25. Trying to work in partnership with other agencies is a waste of time 
26. I know how to find out what is happening in other parts of this organisation 
27. I do not feel comfortable expressing my opinion to people more senior than me 
28. Different parts of this organisation don't tend to work well together 
29. All laws should be enforced at all times - otherwise people lose respect for the law 
30. There is a positive atmosphere among the people I work with 
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Figure A1. Confirmatory factor analysis model output  
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Table A1.   Latent constructs and measures                       Factor loadings 
Organisational justice – strongly disagree (5) to strongly agree (1) 
Managers don’t listen to the views of their staff in this organisation                      0.78 
Senior managers are open to differing views*                                                                                                       0.66 
I do not feel comfortable expressing my opinion to people more senior than me             0.51 
Managers give mixed messages about what our values are                       0.56  
Senior managers are out of touch with what’s happening on the front line                     0.71 
  
Training – strongly disagree (5) to strongly agree (1) 
My training has prepared me for providing the type of service that the public wants*   0.67 
 
My training has given me the confidence to deal with members of the public*    0.64 
  
My training encourages me to use my professional judgement*     0.66 
 
Attitudes to serving the public - strongly disagree (5) to strongly agree (1) 
There are certain communities that do little to deserve the respect of the police   0.62 
It’s a waste of time trying to help some people       0.71  
Some victims of crime are more deserving of a good service than others    0.61 
Openness to citizen involvement - strongly disagree (5) to strongly agree (1) 
Public confidence should be the most important measure of success for the police*   0.47 
 
Public feedback should be part of somebody’s performance appraisal if they  
deal with the public*          0.57 
  
The feedback I get from the public is as important to me as feedback from my manager*   0.68 
 
Law enforcement orientation – strongly disagree (5) to strongly agree (1) 
All laws should be enforced at all times – otherwise people lose respect for the law*   0.95  
We should have a ‘zero tolerance’ approach to minor offences*     0.47 
Organisational commitment – strongly disagree (5) to strongly agree (1) 
The MPS is a good organisation to work for*       0.80  
I have no sense of loyalty to this organisation       0.71 
Model fit statistics                            
  Chi square          429.59 
  Degrees of freedom                            132 
  p value           <0.001 
  Root mean square error of approximation                                                                                                                                  0.03 
  CFI                                                                                                                                                                                                 0.97   
  TLI                                                                                                                                                                                                 0.95    
 
Results from a 6-factor solution with no cross-loadings.  
*Reverse coded so that higher scores represent more favourable attitudes across all items.  
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Table A2.   Correlation matrix of key variables                        
       1           2           3           4          5          6 
Organisational justice (1)     1           
Training (2)      .46       1 
Attitudes to serving the public (3)    .39       .29        1 
Openness to citizen involvement (4)   .22        .34        .35       1 
Law enforcement orientation (5)                                                     -.02      .12        -.07      .18        1     
Organisational commitment (6)     .62        .56        .32       .29       -.02       1 
 
 
 
 
 
 
  
  
 
 
 
 
 
 
 
 
 
 
 
